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Abstract 
0DOD\VLDQHPSOR\HUVKDYHFRQVLGHUDEOHUHVHUYDWLRQVZKHQLWFRPHVWRJUDGXDWHV¶
employability skills, particularly their flawed English language competence. 
Given the challenges faced by higher education institutions in Malaysia to match 
HPSOR\HUV¶ UHTXLUHPHQWV WKHUH LV D QHHG WR LQLWLDWH KROLVWLF DQG FRPSUHKHQVLYH
research on the curriculum practices of current English for Occupational Purposes 
(EOP) courses. 7KLVVWXG\VRXJKW WREHWWHUFRPSUHKHQGHPSOR\HUV¶SHUVSHFWLYHV
expectations and practices in dealing with the English language demands of the 
workplace environment. The requirements demanded by Malaysian employers 
will determine the key definition of professional communication skills for 
successful workplace functions.  
The aim of this study was twofold. Firstly, it intended to define Professional 
Communication Skills (PCS) by looking at the needs and requirements of 
Malaysian stakeholders, namely employers, the government and academia. This 
component explores the requirements, suggestions as well as common practices in 
relation to English language communication carried out at the workplace in the 
public and private sectors in Malaysia as voiced by the stakeholders. These 
valuable facts will help to fulfil the fundamental objective of this study, which is 
to determine the key definition of professional communication skills identified by 
Malaysian stakeholders for successful workplace functions. A clearly defined 
Professional Communication Skills Framework in English is aimed for at the end 
of this study. Secondly, it also aims to produce an informed, impartial and highly 
valid PCS framework for English by having the stakeholders thoroughly involved 
in creating meaning and amending the components within the framework during 
the validation stage of the study. Additionally, in order to make sure that the 
framework is not only valid but also achievable, a few experts in the field of 
teaching English in higher education have looked through the framework 
thoroughly.  
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This qualitative study sits within the interpretivist paradigm, where data were 
primarily drawn from in-depth interviews with 24 respondents in the following 
subgroups: 1) human resource managers from key multi-national industries (10 
respondents); 2) government executives who recruit entry-level employees for 
public sector (4 respondents) and; 3) EOP instructors and HE liaison officers for 
industrial training (10 respondents). The data were subjected to rigorous deductive 
and iterative analysis in which soft systems methodology (SSM) was applied.  To 
assure the rigour, integrity and legitimacy of the research process and its worth, 
trustworthiness criteria were applied all the way through the study. 
.H\ ILQGLQJV RI WKH VWXG\ FHQWUH RQ WKH FRPSOH[LWLHV RI JUDGXDWHV¶ (QJOLVK
language workplace literacies, where it was discovered that the balance of breadth 
and depth of communicative competence should be embedded throughout the 
system of education, as early as in pre-primary education. Contrary to 
expectations, the findings illustratH WKDWJUDGXDWHV¶SHUVRQDODWWULEXWHVZHUH UDWHG
more important than communicating fluently in the English language. 
Stakeholders compellingly proposed that these attributes should be stressed during 
the teaching and learning process in HE institutions and observable measures 
should be designed to assess the JUDGXDWHV¶SHUVRQDODWWULEXWHVWKDWDUHGHVLUHGE\
stakeholders. The findings also stress the dire need to put emphasis on fluency 
over accuracy in the HE curriculum.  
This study has yielded findings that make an original contribution to both the 
theory and practice of English language literacies since it adds to the broader view 
of workplace literacies by unveiling the requirements for English language used in 
a professional setting situated in a Malaysian context. This study has provided 
FRQFOXVLYH HYLGHQFH E\ GRFXPHQWLQJ 0DOD\VLDQ VWDNHKROGHUV¶ UHTXLUHPHQWV
regarding the workplace literacies of graduates, scrutinising the findings and 
developing a practical PCS framework for English, using a Communication 
Competence Model (Morealle, Spitzberg and Barge, 2007) as its point of 
GHSDUWXUH7KHVHRXWFRPHVDUHHVSHFLDOO\EHQHILFLDOIRULQIRUPLQJSROLF\PDNHUV¶
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agendas in producing competent graduates for the future local and global 
workforce. 
v 
 
Acknowledgement 
In the name of ALLAH, the most gracious, the most merciful; 
µ7KDQN\RX$OODKIRUVKRZHULQJPHZLWKSDWLHQFHPRWLYDWLRQ and determination 
LQFRPSOHWLQJWKLVUHPDUNDEOHH[SHULHQFH¶ 
The long journey to the finish line is dappled with unexpected events of ordinary 
and extraordinary happenings. The happiest events involve my family and their 
support, teaching, and belief in me to complete this audacious journey as well as 
the risky birth of my twin boys. My goal for this study never changed. It was and 
is to provide my students the skills they need to effectively communicate with 
employers, clients and others in their lives. 
I feel short of words when it comes to thanking my supervisor, Associate 
Professor Dr. Ganakumaran Subramaniam. He is an extraordinary teacher, 
compassionate guide, and understanding colleague. It was his understanding and 
encouragement that pushed me to complete this dissertation. His passion in 
teaching has given me invaluable help with constructive feedback and I will 
remain forever indebted for his efforts that he has put not only in getting this 
research done, but also for enhancing my learning skills, developing my academic 
and professional research skills, as well as improving my confidence as a novice 
researcher. I deeply appreciate our meetings, even on short notice, taking his 
valuable time to discuss thoroughly any issues related (and unrelated) to the 
research.  
My co supervisor, Dr. Too Wei Keong, for so graciously accepting a place on the 
committee even with the limited time in his schedule. His incredible knowledge of 
the discipline along with his exceptional teaching skills taught me wonders ± 
lifelong competencies. He is the supreme embodiment of calm and optimism. 
Without his feedback, this thesis would never have been what it currently is.  
Finally, I would like to thank all the participants in the interview sessions. Their 
warm reception and enthusiasm was a joyful experience. 
vi 
 
Dedication 
To my compassionate significant half: Dr Hj Mohd Fadzil Mohd Akhir; 
³7KDQN\RX$EDQJIor the support and sacrifices you have made throughout this 
journey; it can never be measured or repaid; but be assured that it will never be 
forgotten. This journey would never be as pleasant and rewarding without your 
endless love and support. I love you.´ 
To my beautiful children: Muhammad Al Fateh, Alwani, Hamza Yusuf, Affif 
Fawwaz and Ammar Uwais; 
³0\3K'MRXUQH\is a proof that nothing is impossible if you work hard and 
VPDUWDQGOHDUQWRDFFHSWWKDW$OODKNQRZVZKDW¶VEHVWIRUXV7KDQN\RXIRU
being my stress-reliever. Thank you for letting me to use your rights of our quality 
time to finish my thesis. Ummi loves each and every one of you very much´ 
With abundance of love and admiration to; 
0\SDUHQWV'DWR¶ Hj Ahmad Tajuddin Ujang and Datin Hjh Zawiah Budin, 
³7KDQN\RX$EDKDQG0DNIRU\RXUFRQVWDQWSUD\HUVZRUGVRIZLVGRPORYHDQG
blessing and for providing me with the best of upbringing. You have always 
catered me with endless and relentless support throughout my life. My success and 
prayers are my gifts IRU\RX´ 
My late father-in-law: Haji Mohd Akhir bin Zain, 
µ7KLVWKHVLVLVSDUWRI\RXUHQGOHVVSUD\HUVIRU\RXUFKLOGUHQ¶VVXFFHVV, even till 
your last breath7KDQN\RX%DSDN¶. 
My siblings and my entire family, 
µThank you for the relentless cheers that all of you has given to me. It is a great 
blessing to have such wonderful and loyal family members as ours. /HW¶VOHDGRXU
family according to His codes of conduct. May He shower us with more beautiful 
blessings to make us better yet humble servaQWV¶  
vii 
 
Table of Contents 
Abstract .................................................................................................................... ii 
Acknowledgement ................................................................................................... v 
Dedication ............................................................................................................... vi 
Table of Contents ................................................................................................... vii 
List of Tables ......................................................................................................... xii 
List of Figures ....................................................................................................... xiv 
Abbreviations ......................................................................................................... xv 
CHAPTER 1 
Introduction.............................................................................................................. 1 
1.0 Introduction ............................................................................................................... 1 
1.1 Background of the research ....................................................................................... 2 
1.2 Statement of the Problem .......................................................................................... 5 
1.3 Research gap .............................................................................................................. 7 
1.4 Research aims ............................................................................................................ 9 
1.5 Research questions .................................................................................................. 10 
1.6 Significance of the research..................................................................................... 11 
1.7 Scope of the Research ............................................................................................. 13 
1.8 Operational definitions of terms .............................................................................. 16 
1.9 Conclusion ............................................................................................................... 17 
CHAPTER 2 
Review of Literature .............................................................................................. 18 
2.0 Introduction ............................................................................................................. 18 
2.1  Locating the key concepts in the study .................................................................... 19 
2.1.1 The Communicative Competence Model (Morreale, Spitzberg and Barge, 
2007) 19 
2.1.2 English Literacy in employability .............................................................. 24 
2.2 Malaysian language education policy ..................................................................... 26 
2.2.1  English language in Malaysian HEIs ......................................................... 33 
2.3 Theoretical framework ............................................................................................ 38 
2.4 The Communication Competence Model (CCM) ................................................... 39 
viii 
 
2.4.1 An Overview .............................................................................................. 39 
2.4.2 Knowledge (cognition) .............................................................................. 43 
2.4.3 Communication Skills ............................................................................... 44 
2.4.4  Motivation .................................................................................................. 47 
2.5 English literacy in employability............................................................................. 53 
2.5.1 3UHYLRXVVWXGLHVRQHPSOR\DELOLW\DQGHPSOR\HUV¶H[SHFWDWLRQV............... 53 
2.5.2  Workplace literacy: The voice of employers from Malaysian private 
sectors ................................................................................................................... 56 
2.5.3  Workplace literacy: The voice of the Malaysian government ................... 60 
2.6  Conclusion ............................................................................................................... 65 
CHAPTER 3 
Research Methodology .......................................................................................... 67 
3.0 Introduction ............................................................................................................. 67 
3.1  Research aims and objective: revisit ....................................................................... 67 
3.2. Research paradigm .................................................................................................. 68 
3.3 Social Constructionism Epistemology .................................................................... 70 
3.3.1  Social Constructivism ................................................................................ 71 
3.3.2 Social constructionism and the present study ............................................ 73 
3.3.3 Characteristics referring to who and what is studied ................................. 73 
3.3.4 Characteristics referring to methodology................................................... 74 
3.3.5  Characteristics referring to methods .......................................................... 75 
3.4 Soft Systems Methodology...................................................................................... 76 
3.4.1 Introduction ................................................................................................ 76 
3.4.2 Brief Statement of SSM ............................................................................. 78 
3.4.3 Reasons why SSM is appropriate to this study ............................................ 80 
3.4.4 Applying SSM as a research model ........................................................... 82 
3.5 Research Design ...................................................................................................... 91 
3.6 Setting ...................................................................................................................... 93 
3.7 Research Methods ................................................................................................... 93 
3.7.1 Focused Semi-structured Interview ........................................................... 94 
3.7.2 ATLAS.ti 7.0 as Computer-Assisted Qualitative Data Analysis Software 
(CAQDAS) ........................................................................................................... 95 
3.8 Sampling Design ..................................................................................................... 96 
ix 
 
3.9 Instrument Development ......................................................................................... 98 
3.9.1  Forms of the pilot study ............................................................................. 99 
3.10 7KH6WXG\¶V7UXVWZRUWKLQHVV ................................................................................. 102 
3.10.1 Lincoln and Guba's Evaluation Criteria ................................................... 103 
3.11 Conclusion ............................................................................................................. 115 
CHAPTER 4 
Data Analysis ....................................................................................................... 116 
4.0 Introduction ........................................................................................................... 116 
4.1 Data Collection Stages .......................................................................................... 116 
4.1.1 Stage 1: The problem situation unstructured. .......................................... 117 
4.1.2 Stage 2: The problem situation H[SUHVVHGXVLQJµULFKSLFWXUH¶ ............... 119 
4.1.3 Stage 3: Root definition ........................................................................... 122 
4.1.4 Stage 4: Deriving conceptual model. ....................................................... 121 
4.1.5 Stage 5: Adapting conceptual model to the real world. ........................... 126 
4.1.6 Stage 6: Defining feasible and desirable change. .................................... 128 
4.1.7 Stage 7: Taking action. ............................................................................ 128 
4.2 Data Analysis ........................................................................................................ 128 
4.2.1 Cognitive Knowledge: Content Knowledge ............................................ 130 
4.2.2 Cognitive Knowledge: Linguistic Competence ....................................... 133 
4.2.3 Cognitive Knowledge: Cultural Competence .......................................... 136 
4.2.4 Cognitive Knowledge: Critical Thinking................................................. 139 
4.2.5  Cognitive Knowledge: Tasking Skill ....................................................... 141 
4.2.6 Communication Skills: Interpersonal Communication ............................ 146 
4.2.7 Communication Skills: Listening Skill .................................................... 150 
4.2.8 Communication Skills: Presentation Skill ............................................... 152 
4.2.9 Communication Skills: Speaking Skill .................................................... 154 
4.2.10 Communication Skills: Non-verbal Communication ............................... 159 
4.2.11 Communication Skills: Writing Skill ...................................................... 161 
4.2.12 Motivation: Positive motivation .............................................................. 162 
4.2.13 Summary of Data Analysis ...................................................................... 165 
4.3  Data Validation Process ........................................................................................ 171 
4.3.1  Member checking by stakeholders .......................................................... 171 
x 
 
4.3.2 Peer debriefing by experts ....................................................................... 174 
4.4  Summary and Conclusion ........................................................................ 179 
CHAPTER 5 
Discussion of Findings ........................................................................................ 181 
5.0 Introduction ........................................................................................................... 181 
5.1 The balance of breadth and depth of strong communicative competence ............. 181 
5.2 3HUVRQDODWWULEXWHGHYHORSPHQWWKHVWDNHKROGHUV¶SHUVSHFWLYHV ........................... 186 
5.3 The need for change in the Malaysian higher education curriculum ..................... 189 
5.3.1 Creativity in teaching and learning in higher education. ........................... 194 
5.3.2 Student-Centred Learning in the Malaysian HE Institutions. .................... 197 
5.4 The way forward: Working together ..................................................................... 200 
5.5 Conclusion ................................................................................................................. 206 
CHAPTER 6 
Conclusion ........................................................................................................... 207 
6.0 Introduction ........................................................................................................... 207 
6.1 Overview of the study ........................................................................................... 207 
6.1.1 Research aims .......................................................................................... 208 
6.1.2  Research design ...................................................................................... 208 
6.1.3  Research findings ..................................................................................... 209 
6.1.4 Research parameters ................................................................................ 211 
6.2 Substantial and original contribution to knowledge .............................................. 212 
6.3 Implications ........................................................................................................... 215 
6.3.1 Suggestions for future research ................................................................ 215 
6.3.2 Implications for policy and practice ........................................................ 216 
6.4 Concluding remarks .............................................................................................. 220 
References............................................................................................................ 221 
APPENDIX 
APPENDIX A: INTERVIEW SCHEDULE .................................................................... 232 
APPENDIX B: DETAILS OF EXPERT A ..................................................................... 237 
APPENDIX C: DETAILS OF EXPERT B ..................................................................... 238 
APPENDIX D: DETAILS OF EXPERT C ..................................................................... 239 
APPENDIX F: DETAILS OF RESPONDENTS (ACADEMIA) ................................... 240 
xi 
 
APPENDIX G: DETAILS OF RESPONDENTS (COMPANIES) ................................. 241 
APPENDIX E: DETAILS OF IMPARTIAL INTER-RATER ....................................... 245 
APPENDIX H: DETAILS OF RESPONDENTS (GOVERNMENT) ............................ 246 
APPENDIX I: NETWORK VIEW FOR GRADUATES PROBLEMS VIEWED BY ... 247 
APPENDIX J: DEDUCTIVE CODING TECHNIQUE IN ATLAS.TI 7.0 .................... 248 
APPENDIX K: AUTO CODING TECHNIQUE IN ATLAS.TI .................................... 248 
APPENDIX L: PROFESSIONAL COMMUNICATION FRAMEWORK IN ENGLISH ... 
  ............................................................................................................................... 250 
 
xii 
 
List of Tables 
Table 2. 1 Areas to evaluate the usefulness of a theory (Dainton and Zelley, 2011)
 ............................................................................................................... 20 
Table 2. 2 Changes of the Malaysian Education policies: summary of events. .... 32 
Table 2. 3 Phases in Malaysian Higher Education ................................................ 37 
Table 3.1 Key stages of the Soft System Methodology and its 
objectives«««««««............................................................ «78 
7DEOH&$7:2(¶VFKDUDFWHULVWLFV ................................................................. 86 
Table 3. 3 Research Design: Procedure 1 .............................................................. 91 
Table 3. 4 Research Design: Procedure 2 .............................................................. 92 
Table 3. 5 Elements of Focused Semi-Structured Interview ................................. 94 
Table 3. 6 Malaysia's Key Industries and its components. .................................... 97 
Table 3. 7 Components of measurement errors ..................................................... 99 
Table 3. 8 Key differences between think-aloud and probing techniques ........... 101 
Table 3. 9 Examples of cognitive probes............................................................. 101 
Table 3. 10 'Trustworthiness' criteria (Lincoln and Guba, 1985) ........................ 103 
Table 3. 11 What is an audit trail? (Adapted from Lincoln & Guba, 1985) ........ 111 
Table 4. 1 Definition of CATWOE in this study. ................................................ 121 
Table 4.2 Findings on Cognitive Knowledge: Content Knowledge. ................... 132 
Table 4. 3 Findings on Cognitive Knowledge: Linguistic Competence. ............. 136 
Table 4. 4 Findings on Cognitive Knowledge: Cultural Competence. ................ 138 
Table 4. 5 Relevant comments on critical skills at workplace ............................ 140 
Table 4. 6 Findings on Cognitive Knowledge: Critical Thinking ....................... 141 
Table 4. 7 Findings for Cognitive Knowledge: Tasking Skill ............................. 143 
Table 4.8 Findings for Communication Skill: Interpersonal Skill ...................... 149 
Table 4.9 Findings on Communication Skill: Listening Skill. ............................ 151 
Table 4. 10 Findings for Communication Skills: Presentation Skill. .................. 154 
Table 4. 11 Findings for Communication Skills: Speaking Skill. ....................... 158 
Table 4.12 Findings for Communication Skills: Non-verbal communication. ... 161 
Table 4. 13 Findings for Communication Skills: Writing. .................................. 161 
xiii 
 
Table 4.14 Findings for Motivation ..................................................................... 165 
Table 4.15 Proposed Professional Communications Skill (PCS) Framework from 
Data Analysis .................................................................................... 167 
Table 4.16 Communication Skills: Reading Skill ............................................... 173 
Table 4.17 Reporting Peer Debriefing (Spillet, 2003) ......................................... 175 
 
 
xiv 
 
List of Figures 
Figure 1.1 Research Scope .................................................................................... 15 
Figure 2.1 The Communicative competence framework«««««««««22 
Figure 2.2 Theoretical Framework ........................................................................ 39 
Figure 2.3 The Communicative Competence Model (Spitzberg and Cupach, 
1984)«««««««««««««««««««««««««40 
Figure 2.4 Basic components of the Communication Competence Model 
(Morreale, Spitzberg and Barge, 2007) .............................................. 42 
Figure 2.5 Four basic subcomponents of interpersonal skills ................................ 46 
)LJXUH&KHFNODQG¶VVHYHQ-stage soft systems methodology««««80 
Figure 3.2 Rich picture applied using SSM ± an area of concern on the Malaysian 
JUDGXDWHV¶OHYHORI3URIHVVLRQDO&RPPXQLFDWLRQ6NLOOV .................... 84 
Figure 3.3 PCS Conceptual Model in this study.................................................... 87 
Figure 3.4 Research Design incorporated with SSM............................................. 91 
Figure 3.5 Result after the code-recode process. ................................................. 105 
)LJXUH&RGHVXVHGIRUµFRPPXQLFDWLRQVNLOO¶ .............................................. 107 
Figure 3.7 Member checking: Codes connect to voice recordings ...................... 108 
Figure 3.8 Audit trail of this study (Screen shot from ATLAS.ti) ...................... 114 
Figure 4.1 Stage 1: The problem situation unstructured. .................................... 118 
FigurH5LFKSLFWXUHDQDUHDRIFRQFHUQRQWKH0DOD\VLDQJUDGXDWHV¶OHYHORI
PCS generated from field data. ......................................................... 122 
Figure 4.3 Conceptual model of the study divided into practical phase. ............. 124 
Figure 4.4 Components and sub components of PCS Framework ...................... 125 
Figure 4.5 Connecting memo and quotations in ATLAS.ti ................................. 127 
Figure 4.6 Stage 5: Comparing conceptual model to the real world. .................. 133 
Figure 4.7 Cognitive skills required by stakeholders. ......................................... 147 
Figure 4.8 Interpersonal skills required by the stakeholders. .............................. 151 
Figure 4.9 Presentation skills as required by stakeholders.««««««««  
Figure 5.1 Seven thrusts in National Higher Education Strategic Plan (MOHE, 
2012)««« .................................................................................... .191 
xv 
 
 Abbreviations 
BM  Bahasa Melayu/Malaysia (Malay Language) 
CAQDAS Computer Aided Qualitative Data Analysis Software 
EAP  English for Academic Purposes 
EOP  English for Occupational Purposes 
ETeMS  English for the Teaching of Mathematics and Science 
ESL  English as a Second Language 
ESP  English for Specific Purposes 
ETP  Economic Transformation Programme 
HE  Higher Education 
HEI  Higher Education Institutions 
HU  Hermeneutic Unit 
IPPTN  Institut Penyelidikan Pendidikan Tinggi Negara (National 
Higher Education Research Institute) 
KBSM  Kurikulum Bersepadu Sekolah Menengah (Intergrated 
Secondary Schools Curriculum) 
KBSR  Kurikulum Baru Sekolah Rendah (New Primary Schools 
Curriculum) 
KSSR Kurikulum Standard Sekolah Rendah (Primary School 
Standard Curriculum) 
KSSM Kurikulum Standard Sekolah Menengah (Secondary School 
Standard Curriculum) 
MBMMBI Memartabatkan Bahasa Malaysia dan Memperkukuhkan 
Penguasaan Bahasa Inggeris (To Uphold Bahasa Malaysia 
and to Strengthen the English Language) 
MEC  Malaysian Examination Council  
MEF  Malaysian Employment Federation 
MIDA  Malaysian Industrial Development Authority 
MOE  Ministry of Education 
xvi 
 
MOHE  Ministry of Higher Education 
MOHE-IP Ministry of Higher Education Implementation Plan 
MQA  Malaysian Qualifications Agency 
MQF   Malaysian Qualifications Framework 
MUET  Malaysian University English Test 
NEM  National Economic Model 
NKEA  National Key Economic Areas 
PBS  Penilaian Berasaskan Sekolah (School Based Assessment) 
PBL  Problem-Based Learning 
PCS  Professional Communication Skills 
PSPTN  Perancangan Strategik Pengajian Tinggi Negara (National 
Higher Education Strategic Plan) 
SCL Student-Centred Learning 
SPM  Sijil Pelajaran Malaysia (Malaysian Certificate of 
Education) 
TEST  Technical Education and Skills Training 
UNESCO United Nations Educational, Scientific and Cultural 
Organization 
³7KHYDOXDEOHDWWULEXWHVRIUHVHDUFKPHQDUHFRQVFLRXVLJQRUDQFHDQGDFWLYHFXULRVLW\´   
(Whitney, 1937, p. 289).  
 
 
 
 
Chapter 1 
Introduction 
 
 
1.0 Introduction 
In Malaysia, educating people as human resources is an integral element in realising the 
JRYHUQPHQW¶V YLVLRQ, as enshrined in the policy of Vision 2020, of achieving the status of a 
developed and industrialised nation by the year 2020 (Mahathir, 2011). Essentially, higher 
education institutions are deemed to be crucial agents responsible for the creation and 
dissemination of knowledge whilst being the centre of science, scholarship and the new 
knowledge economies (Altbach, 2007). Added to these responsibilities are tremendous 
expectations for higher education institutions to produce highly skilled and knowledgeable 
graduates with communicative, creative and critical abilities to meet the demands of current 
employment scenarios. Integral to these expectations is the extensive use of the English language 
as a global language and the main medium of communication. Hence, English for Occupational 
Purposes (EOP) is an essential ingredient to be cultivated in the higher education agenda to 
educate and produce young Malaysians as potential human resources to fulfil the needs of the 
local and international workforce. 
The purpose of this research is to develop a Professional Communication Skills (labelled PCS 
from here onwards) in English Framework to help in supporting English lecturers and instructors 
teaching EOP courses in Malaysian higher education institutions. The PCS framework will 
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consist of the communication constructs in English related to PCS skills essential for Malaysian 
graduates: for instance, verbal and non-verbal communication, interpersonal communication and 
cultural competence. These PCS skills will include the needs of future employers from the public 
and private sectors. Therefore, the voices of Malaysian stakeholders, namely the government, 
multi-national companies and academia, will be explored, analysed and summarised in this PCS 
Framework.  In doing so, a qualitative approach to inquiry couched within the interpretive 
paradigm for data collection and analysis will be used to facilitate an in-depth and detailed 
understanding of Malaysian VWDNHKROGHUV¶QHHGVLQUHODWLRQWR3&6LQ(QJOLVK7KLVDSSURDFKZLOO
EH IXUWKHU H[SORUHG LQ &KDSWHU  6WDNHKROGHUV¶ GLUHFW YRLFHV ZKLFK KLJKOLJKW WKH FXUUHQW
requirements for entry-level employees, will generate understanding of the useful PCS in English 
that learners need to master prior to graduation. Using outcomes from the in-depth interviews, 
the initial PCS Framework (See 4.2.13, Summary of Data Analysis) will be put forward for 
validation by the same group of stakeholders as well as experts in the field of English in higher 
education. The finalised version of the PCS framework which has undergone the member 
checking and peer debriefing processes will be presented at the end of Chapter 4 (See Table 4.17 
or APPENDIX L). The validation processes generated fruitful findings in improving the teaching 
of English for Occupational Purposes (EOP) and a detailed discussion will be presented in 
Chapter 5.  
This chapter continues with the background of the research, the problem statement, research 
objectives and questions as well as the significance of the research.  It also includes the research 
framework and the operational definitions of terms used in this study.  
1.1 Background of the research 
Malaysian employers have expressed their dissatisfaction with the general level of preparedness 
of graduates as prospective employees. From a considerable amount of research, it has been 
SURYHQ WKDW WKHUH LV D JDS EHWZHHQ HPSOR\HUV¶ UHTXLUHPHQWV RI HQWU\-level employees and the 
actual skills of the graduates (Suan, 2004, Malaysian Employers Federation, 2009; Timbuong, 
2007; Krishnamoorthy, 2007; Ramli, 2006; UdaNagu, 2006; Isarji et al., 2008 and 2013). 
(PSOR\HUV¶GLVVDWLVIDFWLRQZLWKJUDGXDWHVLVQRWSULPDULO\GXHWRLQDGHTXDWHWHFKQLFDONQRZOHGJH
or skills. Rather, employHUV KDYH FRQVLGHUDEOH UHVHUYDWLRQV ZKHQ LW FRPHV WR WKH JUDGXDWHV¶
nontechnical abilities or employability skills, particularly their English language proficiency 
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(Suan, 2004; Ambigapathy & Aniswal, 2005; Malaysian Employers Federation, 2007; Stapa et 
al., 2008; Isarji et al., 2008; Isarji & Ainol Madziah, 2008; Sirat et al., 2008). It has been stressed 
by employers that graduates are not only accepted as employees for knowledge and specific 
technical competencies, but also for a certain level of communication, social, emotional and 
critical thinking skills to enable workers, for example, to work in teams, to motivate themselves 
when confronting challenges, to solve interpersonal disputes, and to tolerate high levels of stress 
(Ainol Madziah et. al., 2011). 
0DOD\VLD¶VHFRQRP\KDVEHHQJURZLQJDWDQDQQXDOUDWHRIIRUWKHSDVWWKUHHGHFDGHV\HW, 
unemployment rates have increased from 2.6% in 1996 to 3.6% in 2010 (Malaysian Department 
of Statistics, 2011). The numbers show that young graduates, in particular, experience difficulties 
in securing their first jobs and many graduates hold jobs that do not correspond to their education 
and expectations. The 1990s saw a series of higher education reforms as well as expansion of 
higher education. The expansion included a number of public as well as private institutions. 
Public universities have grown from seven public universities in the 1990s to a total of 21 in 
2010 (MOHE, 2007a, 2011a). In 2002, the total number of graduates from Malaysian public 
higher institutions was 36, 892 and it had increased to 108, 331 in 2010 (MOHE, 2011a), from a 
variety of disciplines. 
Of critical importance to the massive expansion of higher education to these HE institutions are 
the challenges in terms of the need to plan and support the further expansion of the system and 
its  quality and relevance (Mohamedbhai, 2008). In order to support the expansion, 
Mohamedbhai (2008) suggests that HE institutions set up an appropriate internal quality 
assurance mechanism, and equally, establish linkages with all relevant stakeholders ± 
government departments responsible for human resource development, industry and the private 
sector, their alumni, etc. ± in determining the programmes to be offered and the output needed 
out of the programmes offered. It is important to consider the above factors since research proves 
that there is a critical link between current unemployment of graduates and improper planning of 
higher education institutions after a massive expansion when appropriate measures are not taken 
(Aihara, 2009; Mohamedbhai, 2008). 
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With the expansion of higher education, greater attention has to be paid to labour market 
prospects since imbalances may be created between higher education and labour market demands 
(Kartz-Gerro & Yaish, 2003; Teichler, 2000). Specifically, the Malaysian government has been 
and is concerned about the level of Malaysian graduate unemployment, the transition from 
higher education to the workforce and the problems of job mismatches (Baharudin, 2004; 
Hussein, 2009; Malaysian Employers Federation, 2009; MOHE, 2007; Noor Azina, 2011). The 
stakeholders in Malaysia have admitted that Malaysian graduates are well trained in their areas 
of specialization. Unfortunately, however, they lack fluency and competency in English language 
communication skills (Ainol Madziah et al., 2011; Kassim & Ali, 2010; Ken, Ting, & Ying, 
2012; Koo, Pang, & Mansur, 2007; Noor Azina, 2011; Sekharan Nair et al., 2012; Wong & 
Ming, 2010) 
(PSOR\HUV KDYH ODPHQWHG WKDW SRRU (QJOLVK FRPSHWHQF\ KDV KDPSHUHG JUDGXDWHV¶ DELOLW\ WR
communicate effectively at the workplace. In a national study of HE institutions commissioned 
by the Ministry, it was found that more than 54% of undergraduate students from 6 universities 
in Malaysia were considered limited users of English. Overall, 58% were considered limited 
users of English in writing, while 77% were limited users of English in speaking (Isarji et al., 
2008; Ainol Madziah et al., 2011). Some of the specific complaints highlighted by the 
stakeholder with regard to poor English competency are the following: the graduates are unable 
to present ideas and explain issues in writing, verbally, and in group discussions; to write reports, 
project papers, proposals and minutes of meeting; and to negotiate and convey ideas in planned 
and impromptu situations (Suan, 2004; Chang, 2004; Ambigapathy & Aniswal, 2005; Ngui, 
2005; Malaysian Employers Federation, 2007; Isarji et al., 2008; Sirat et al., 2008; Ken et al., 
2012). 
Various short and long term measures have been introduced, such as the teaching of English in 
Science and Mathematics in schools and making English courses core courses to be attended and 
passed in higher education institutions, but despite this, employers have continued to voice their 
disappointment concerning the English competency of university graduates. In the Malaysian 
context, for instance, the issue of unemployable graduates has created doubts concerning the 
HIIRUWVRI+( LQVWLWXWLRQV LQ0DOD\VLD WRHQKDQFHJUDGXDWHV¶ HPSloyability skills, in particular, 
English competency (Ainol Madziah et al., 2011). Transformation of higher education and 
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restructuring of the educational system in terms of its effectiveness in producing employable 
graduates to meet the demands of the job market and to compete in the international arena have 
been regularly highlighted in the media (Chang, 2004; Suan, 2004; Malaysian Employers 
Federation, 2007; Timbuong, 2007; Krishnamoorthy, 2007; Ramli, 2006; Uda Nagu, 2006). As a 
result, Malaysian institutions of higher learning are pushed not only to intensify their efforts to 
HQKDQFHVWXGHQWV¶(QJOLVKFRPSHWHQF\EXWDOVRWRHQVXUHWKDWJUDGXDWHV¶(QJOLVKFRPSHWHQF\LV
compatible with the needs of industry. 
1.2 Statement of the Problem 
Given the challenges facing higher education institutions in Malaysia, there are strong 
justifications for this study. Firstly, there is a lack of holistic and comprehensive research on 
current English for Occupational Purposes (EOP from here onwards) curriculum practices in 
Malaysian HEIs. Since the 1990s, the quality of teaching English in Malaysia has deteriorated 
with evidence of a decreasing level of English language proficiency among Malaysian university 
graduates. English education, particularly in higher education (HE), has been in the limelight 
mainly due to the many negative testimonies of employers. Research by the National Institute of 
Research in Higher Education (IPPTN) has discovered that Malaysia is grappling with quality 
issues in HE, which has had an impact on unemployability figures standing at a worrying 48.5% 
(IPPTN, 2010).  
The findings gathered of Yunus (2007) are important for this study since he claims that 
employment in Malaysia was set back by an educational and skills mismatch.  This occurred 
when HE institutions produced a new workforce that could not enter the labour market because 
of the differences in what they perceived was needed in the market and what was actually needed 
(Yunus, 2007, Annie and Wong, 2006 and Latisha and Nayan, 2010). To overcome this problem, 
this research will attempt to determine the key professional communication skills identified by 
Malaysian stakeholdHUV IRU VXFFHVVIXO ZRUNSODFH IXQFWLRQ 6WDNHKROGHUV¶ QHHGV will be 
embedded in the PCS Framework in English and hopefully this will give a better structure to the 
EOP courses in Malaysia as well as avoid the skill mismatches perceived by both HE institutions 
and stakeholders.  
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Secondly, till today, there is a lack of a systematically structured and informed framework or 
model for PCS. Because of this, taught courses that should contain PCS in Malaysia HE 
institutions like English for Occupational Purposes or English for the Workplace tend to take 
multiple forms. Different HE institutions teach these courses differently according to their own 
interpretation of the perceived needs of future employers. Though the Malaysian Ministry of 
Higher Education (MOHE from here onwards) has released a soft skills module to be 
emphasized in teaching and learning in Malaysian HE institutions, it does not capture the 
specific needs of communication skills in English for Malaysian graduates. Additionally, the 
current English for Specific Purposes (ESP) textbooks and course books which are readily 
available are not suitable for the Malaysian context since they offer a minimum number of 
exercises (Hayati, 2008), and some of the low quality materials do not offer reinforcement of the 
communication skills needed for the workplace (Wong and Thang, 2008). ESP and EOP course 
books are more geared towards examinations, as opposed to preparing graduates for working 
life. These arguments raise quesWLRQDERXWDFDGHPLD¶VHPSKDVLVRQNH\3&6LQWKHV\OODEXVDQG
the content of current EOP courses, and whether the courses are taught for the students to pass 
WKHLUILQDO\HDUH[DPLQDWLRQVRUWRKHOSLQXSVNLOOLQJDQGSROLVKLQJVWXGHQWV¶ZRUNSODFHVNLOOV 
Hence, this study will explore the actual professional communication skills needed to be taught 
in HE institutions of Malaysia. By doing so, designers of EOP courses offered in Malaysian HE 
institutions will have a clear view on what should be stated as the learning outcomes of the 
courses, since the needs of the stakeholders will be incorporated in the PCS framework. 
Furthermore, editors of EOP and ESP course books may use the framework to enhance current 
editions with more suitable materials and exercises as well as incorporate proper methodology in 
WHDFKHUV¶ERRNVRQWKHWHDFKLQJDQGOHDUQLQJ3&6GHPDQGHGE\VWDNHKROGHUV 
Thirdly, it is evident that there is a mismatch between, or inconsistency of standards by 
universities and industries, as well as the lack of a valid and reliable mechanism to assess 
JUDGXDWHV¶ (QJOLVK FRPSHWHQF\ IRU HQWU\-level employment. Malaysian employers have drawn 
DWWHQWLRQ WR WKH GLVFUHSDQF\ EHWZHHQ JUDGXDWHV¶ (QJOLVK FRPSHWHQF\ EDVHG RQ WKHLU (QJOLVK
language scores in the SPM, MUET or university language courses and their actual performance 
during job interviews. More often than not, an excellent score in the SPM and/or MUET English 
(A or A+) does not readily translate into an excellent performance in English during the 
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recruitment exercise (IPPTN, 2010; UNESCO, 2012; Yasin, Wan, & Mukhtar, 2010). 
Furthermore, research done by the Malaysian National Higher Education Research Institute 
(IPPTN, 2007, 2010) has showed that industries have had to develop their own in-house 
DVVHVVPHQWV DQG WUDLQLQJ SURJUDPPHV IRU DSSUDLVLQJ JUDGXDWHV¶ (QJOLVK ODQJXDJH FRPSHWHQF\
since they were unsatisfied with present English language assessment results, such as those of 
the SPM and MUET. This creates an issue where the needs of industry are not linked to the HE 
institutions and their policy makers, and subsequently a greater skills mismatch will emerge. 
Therefore, there is an urgent need to develop a valid and reliable assessment mechanism to 
eliminate these skills mismatches between stakeholders and HE. This study aims to link the 
needs of both industry and academia. It is of great importance that the gap between what is 
acquired and what is required in terms of English proficiency skills for the workplace be closed 
for future Malaysian graduates. 
It is clear that the issues highlighted above indicate significant relationships between 
employability problems and deficiencies in English language literacies of Malaysian university 
students. A clear disparity exists between the actual performance of the undergraduate students 
pertaining to their English language literacy and competencies, and the demands of the academic 
and workforce worlds. Therefore, it is crucial to investigate the needs of all the stakeholders 
involved in order to bridge this gap. It is indeed an important matter to be addressed urgently. 
1.3 Research gap 
Previous studies have yielded concerns over the quality of education at higher education 
institutions in Malaysia and many have suggested that it is imperative to discover the underlying 
IDFWRUV FRQWULEXWLQJ WR JUDGXDWHV¶ LQDGHTXDFLHV SDUWLFXODUO\ LQ ZRUNSODFH FRPPXQLFDWLRQ
(Kassim & Ali, 2010; Shafie & Nayan, 2010; Sirat, Jamaludin, Lee, & Leong, 2007; UNESCO, 
2006; Wahi, 2012; Wong & Ming, 2010). However, the question of how to practically address 
the issue in assisting EOP lecturers and instructors while taking on board the needs of the 
stakeholders has rarely been considered. In this study, soft system methodology (SSM) will be 
used and it will provide a platform to focus on the issues and opportunities of EOP, examine 
assumptions of stakeholders, and better understand the dysfunctional elements within the EOP 
syllabus that need to be remedied. This will provide a reality check for the analysis of the 
situation to date, and is the point where SSM will initiate a process to rethink and re-analyse the 
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underlying assumptions in order to identify the desirable and feasible options for change and 
improvement of the EOP syllabus. In this study, the use of SSM would formalise the knowledge 
and requirements of stakeholders in explicit form, highlight problematic areas and provide 
recommendations to improve the process. This will be one of the first times that  SSM is utilised 
in dealing with improving English language communication practices and competencies for 
employability in the English as a second and foreign language context in Malaysia.  
Secondly, employers have expressed concern about the lack of quality of the current Malaysian 
graduates, specifically mentioning their communication skills (Sirat, et al., 2008; Ambigapathy 
& Aniswal, 2005). This shows that there is a difference between what is being taught in HE and 
what is expected by employers. Bissett, Cheng and Brannan (2010) stress the importance of 
IRFXVVLQJ RQ HPSOR\HUV¶ QHHGV to determine the required key communication competencies. 
8QIRUWXQDWHO\DWWKLVVWDJHOLWWOHLQIRUPDWLRQKDVEHHQJDWKHUHGRQHPSOR\HUV¶DFWXDOQHHGDQG
the most regrettable part is that EOP lecturers and instructors in HE institutions seem to feel that 
they have done all that is wanted for the courses (Wickramasinghe & Perera, 2010). Such an 
outlook has eliminated the need for a time consuming and often expensive syllabus design 
process (Cowling, 2007). Additionally, most of the studies inquiring into the requirements of 
employers have been done in a quantitative manner (Omar, Bakar, & Mat Rashid, 2012; Rasul, 
Ismail, Ismail, Rajuddin, & Amnah, 2009; Yen, Kamariah, Hwa, & Huong, 2009). This study 
uses a qualitative approach to facilitate an in-depth and detailed understanding (Patton, 2002) of 
0DOD\VLDQVWDNHKROGHUV¶QHHGVIRU3&6LQ(QJOLVKVSHFLILFDOO\addressing their requirements for 
entry-level employees, particularly Malaysian graduates. Qualitative research is believed to be 
best suited for this study of the phenomenon of English language workplace literacy practices 
and the PCS of graduates, since there is little such information provided in the literature 
(Creswell, 2009). This study helps to fill in the gap in the literature by providing qualitative 
LQVLJKWV RQ VWDNHKROGHUV¶ SUDFWLFHV DQG WKHLU UHTXLUHPHQW ZLWK UHJDUG WR FRPPXQLFDWLQJ LQ
English at the workplace, especially at entry-level. This study seeks to find answers to the issues 
evolYHGE\H[DPLQLQJWKHSUREOHPLWVHOIDQGE\KDYLQJWKHµSUREOHP-VROYHUV¶RUNH\LQIRUPDQWV
share their insights and experiences in a qualitative manner. Hence, building on the theories and 
implications informed by previous research, this study conversely turns towards developing an 
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essential yet absent framework on professional communication skills in English as a second 
language for Malaysian HEIs.  
Finally, this study complements previous research and fills in the information gap in current 
literature by designing a framework to define the PCS in English. Studies conducted previously 
in Malaysia have looked at the generic and soft skills for undergraduates in HE institutions 
(Abdul Karim et al., 2012; Othman, 2012; Rasul, Puvanasvaran, & Keroh, 2009; Sahandri & 
Hamzah, 2009; Shakir, 2009; Yassin, 2008). All of these did include communication skills in 
English as an important skill for Malaysian undergraduates to master during their time in HE 
institutions. Additionally, in the existing literature, the only current framework available for 
UHIHUHQFH IRU (23 LQVWUXFWRUV DQG OHFWXUHUV LV WKH µ6RIW VNLOOV PRGXOH IRU +LJKHU (GXFDWLRQDO
Institutions in MDOD\VLD¶ 02+(  +RZHYHU, the module covers the communication 
competencies only in a general way. As a consequence of this, the EOP courses in Malaysian HE 
institutions tend to take multiple forms, since there is a lack of a systematically structured and 
informed framework for PCS. Even after the introduction of the module, the ability of graduates 
to communicate effectively has still been criticised (Abdul Razak et al., 2007; Koo et al., 2007; 
Sirat et al., 2008) and this requires further investigation urgently. Designing a valid and reliable 
PCS framework will help in closing the gap between teaching and learning in HE and workplace 
communication needs. EOP lecturers and instructors in Malaysian HE institutions can benefit 
from the results of this study since they will be enabled to design and structure their EOP courses 
according to the needs of stakeholders.  
1.4 Research aims 
The aim of this study is twofold. Firstly, it intends to define Professional Communication Skills 
(PCS) by looking at the needs and requirements of Malaysian employers, government and 
academia. The prevailing reports and remarks on the abundant number of students graduating 
from public universities with very poor communication skills in English each year over the last 
decade requires further investigation (Hafizoah & Fatimah Ali, 2010; Chang, 2004; Suan, 2004; 
Malaysian Employers Federation, 2007; Isarji, et al., 2011). Even after undergoing at least fifteen 
years of formal English language education, Malaysian graduates are not ready to communicate 
professionally at the workplace. Malaysian employers have expressed their dissatisfaction with 
WKH JHQHUDO OHYHO RI JUDGXDWHV¶ SUHSDUHGQHVV DQG WKH\ KDYH FRQWLQXHG WR FRPSODLQ RI WKH
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widening gap between the English language requirements needed for employment and the 
English competency of graduates.  
In order to close the gap between these two, a needs analysis will be carried out to understand 
DQGWRFRQYH\VWDNHKROGHUV¶QHHGVWR(23LQVWUXFWRUV7KHVWXG\LQWHQGVWRH[SORUHWKHFRPPon 
practices of English language communication carried out at the workplace in the public and 
private sectors in Malaysia. The requirements and suggestions of the stakeholders will help to 
fulfil the fundamental objective of this study which is to determine the key Professional 
Communication Skills identified by Malaysian stakeholders for successful workplace functions. 
It is hoped to arrive at a clearly defined Professional Communication Skills Framework in 
English by the end of this study.  
Secondly, this study aims to produce an informed, impartial and highly valid PCS framework in 
English to be used not just as a reference for EOP practitioners, but also as a checklist for future 
employers to assess their entry-level employees. As stated earlier, having a well-defined PCS 
Framework will help overcome the discrepancy between industry needs and the manner in which 
university students are being prepared for the workforce. However, it is undoubtedly of far 
greater importance to have a clearly defined PCS Framework validated by the stakeholders. 
Having the stakeholders thoroughly involved in creating meaning and amending the components 
within the framework would ensure that the framework is endorsed by the future employees. The 
purpose of this validation stage is to ensure that the researcher has taken into account the various 
needs and requirements of Malaysian stakeholders on the essential English communication skills 
for the workplace accurately, without including her own preconceptions or faulty interpretation 
of the analysis. Additionally, to make sure that the framework is not only valid but also 
achievable, a few experts in the field of teaching English in higher education look thoroughly 
through the framework. The study aims to create a real-world and hands-on framework which 
can be practically applied in EOP lessons in Malaysian HE institutions. Therefore, seeking the 
endorsement of experienced experts will facilitate in fine-tuning the PCS framework in English 
as well as getting their responses on overlooked elements. 
1.5 Research questions 
The central research question addressed by this study is: 
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What are the Professional Communication Skills in English required by graduates to 
PHHWVWDNHKROGHUV¶H[SHFWDWLRQVXSRQJUDGXDWLRQ" 
Specifically, this study sought the answers to the following questions: 
RQ1 What are stakeholders¶ needs and theoretical identified communication constructs 
that support the development of a PCS in English Framework? 
RQ2 :KDWDUHVWDNHKROGHUV¶DVVHVVPHQWVDERXWWKHUHOHYDQFHRIWKH3CS Framework? 
,QSDUWLFXODUWRGHYHORSDQXQGHUVWDQGLQJRIWKHVWDNHKROGHUV¶SRLQWRIYLHZRI3&6LQ(QJOLVK
with regard to employability, the study sets out to answer the research questions by 
accomplishing the following tasks and meeting the following objectives: 
1. Identify the professional communication skills in English as demanded by 
stakeholders. 
2. 'HILQH WKH 3&6 LQ (QJOLVK PDWFKLQJ VWDNHKROGHUV¶ UHTXLUHPHQWV WR H[LVWLQJ
theories of communication.  
3. Develop a PCS in English Framework by merging the definitions by all 
stakeholders into one concise framework. 
4. (YDOXDWH WKH WUXVWZRUWKLQHVV RI WKH 3&6 LQ (QJOLVK EDVHG RQ VWDNHKROGHUV¶
assessments.  
5. Evaluate the credibility and transferability of the PCS Framework based on 
H[SHUWV¶DVVHVVPHQW 
In completing the above tasks and meeting the objectives, it is hoped that English lecturers and 
instructors in Malaysian higher education institutions will be able to incorporate the framework 
within EOP courses and this will overcome the deficiencies in English for the workplace that is 
experienced by a substantial number of university graduates.  
1.6 Significance of the research 
Although there has been considerable discussion among stakeholders about the importance of 
communication in English for employment, little has been done to assess the needs of 
stakeholders; especially in the Malaysian context. Furthermore, existing studies have been in the 
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form of surveys with no specific models constructed to explain the phenomenon. This study 
seeks to fill in this gap by proposing a Professional Communications Skills Framework, relating 
the various features of the needs stakeholders and linking them to theories of effective workplace 
communications. 
Learning English from primary and secondary schools right up to HE institutions has not ensured 
that Malaysian students are fluent in communicating in English upon graduation. This warrants 
closer scrutiny, since what is taught in education institutions might not satisfy the needs of 
Malaysian stakeholders, or the syllabi might also be outdated. Resolution of this problem entails 
going back to stakeholders and asking them what communication skills in English they actually 
need from graduates who are seeking jobs. Viewpoints of employers, MOHE and academia will 
be combined and compressed into a framework called the Professional Communication Skills 
Framework. This framework will be created and validated by stakeholders. There has never been 
a consensus such as this developed in Malaysia.  
PCS is taught in various ways in different institutions of higher education in Malaysia. There is a 
lack of comprehensive and systematic research on the content, materials, methodology and 
assessment of such courses. To date, there is no existing comprehensive PCS framework in 
English that has been sourced from and validated by stakeholders ± industries, government and 
academia. 
Currently, there is more than one list of skills to which HE institutions could refer but none from 
Malaysian stakeholders. This study recommends a common reference framework on Professional 
Communication Skills for employers, MOHE, policy makers in HE institutions, teaching staff 
and learners themselves in order to achieve a higher quality output of Malaysian graduates. 
This study seeks to eliminate the mismatches between what is required by stakeholders and what 
is acquired by graduates. By matching the needs of all stakeholders, the PCS framework can 
contribute to the development of quality education in Malaysia by supporting students and 
lecturers in HE institutions with a list of communication skills in English to be achieved before 
graduating in order to be highly employable. The framework can equip them with a coherent and 
comprehensive checklist of necessary communication skills in English as demanded by 
stakeholders.  
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This study also has its practical applications. Among the crucial ones are:  
i. The findings of this study will assist policymakers in formulating initiatives to improve 
the courses offered at HE institutions. 
ii. The findings of this study will be of great significance in aiding lecturers and teachers in 
Malaysian HE institutions to teach meaningfully and in context. A higher quality of 
teaching and learning EOP courses will transpire in HE intuitions and will enhance 
graduates English language competency. 
iii. Stakeholders lack faith in existing assessments such as SPM, MUET and university 
language courses (Ainol Madziah et al., 2011), hence, PCS can be used as a benchmark 
document for them since it is created and validated by stakeholders. 
iv. The PCS Framework can help graduates to be fully prepared to perform work in English 
by practising various forms of skills listed in it. 
 
1.7 Scope of the Research 
This research study involves three aspects of communication competences: knowledge, 
communication skills and motivation. The following qualitative methods were used to elicit the 
data required: 1) soft system methodology (SSM); 2) focussed semi structured in-depth 
interviews. The study covered a total of 24 respondents in the following subgroups: 1) human 
resource managers from multi-national key industries (10 respondents); 2) government 
executives who recruit entry-level employees for the public sector (4 respondents) and; 3) EOP 
instructors and HE liaison officers for industrial training (10 respondents). The data obtained 
were subjected to CAQDAS analysis, namely ATLAS.ti 7.0 and sits within the interpretivist 
tradition (See 3.2 Research Paradigm for a more extensive discussion). 
Referring to the three basic aspects of communication competences involved in the research 
process (knowledge, communication skills and motivation) it must be noted that these categories 
are neither necessarily exhaustive nor mutually exclusive (refer 2.2 Communication Competence 
Model for a more extensive discussion). The Communication Competence Model (CCM) was 
chosen for its practicality, simplicity, consistency and accuracy (Dainton and Zelley, 2011). The 
&&0 0RUHDOOH 6SLW]EHUJ DQG %DUJH  LV LGHDO DV WKH EDVLV RI WKH VWXG\¶V WKHRUHWLFDO
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framework because of the adequacy of the given components and subcomponents. It offers 
systematic ways of characterising the constructs of competent communicators for the workplace 
in terms that can effectively identify and organise the requirements within L2 instruction. Before 
making this choice, other scholarly theories were considered, namely theories of interpersonal 
communication (Miller, 1978; Baxter & Braithwaite, 2008; Floyd, 2009), cultural 
communication (Hofstede, 1991), leadership communication (Likert and Likert, 1976) and 
organisational communication (McPhee and Zaug, 2000). However, it is beyond the scope of this 
paper to provide an in-GHSWK GLVFXVVLRQ RI DOO WKHVH PRGHOV DQG WKHRULHV 7KH VWXG\¶V PDLQ
purpose is to discuss the model most apt in the context of the use of communication competence 
professionally to ensure employability. 
Given the scope of the study and the nature of the investigations involved, qualitative inquiry 
was used as the main method for data collection. There are several reasons for this. First, an in-
depth semi-structured interview is best suited for this study of the phenomenon since a detailed 
understanding of the issue from the perspectives of the participants, particularly in the Malaysian 
context, warrants the use of qualitative inquiry due to its fundamentally interpretive nature 
(Creswell, 2009). Second, interviews were conducted with respondents from companies, the 
government and academia for triangulation purposes. Triangulation means comparing various 
sources of evidence to determine the accuracy of evidence and it is essentially a way of cross- 
checking data to establish its credibility (Lincoln and Guba, 1985). Additionally, SSM is a seven 
stage methodology and is largely used in action research to highlight problematic areas and 
provide recommendations to improve a process. In this study, the seventh stage of SSM (see 
4.1.7 Taking action) could not be implemented since time was limited. Taking the PCS 
framework on board in order to improve the current practises of EOP courses would take some 
time to execute. It is beyond the scope of this paper to determine the impact the PCS framework 
has on research practice. However, it would be interesting to discover the benefits that the 
framework offers in future studies. Figure 1.1 below illustrates the scope of the research 
described above.  
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Figure 1.1 Research Scope 
RESEARCH GAP: 
PCS is taught in various ways in different institutions of higher education. There is a lack of;  
1. Comprehensive and systematic research on the content, materials, methodology and 
assessment.  
2. A comprehensive PCS framework in English that has been sourced from and validated by 
stakeholders ± industriy, government and academia. 
 
PROBLEM STATEMENT: 
Professional Communication Skills in English in the views of stakeholders are still lacking among 
Malaysian graduates. The graduates are unable to meet the PCS demands of industry.  
LR ± THEORY / FRAMEWORK: 
1. Communication Competence Model (Morreale, Spitzberg and Barge, 2007). 
(Motivation, Knowledge and Skills). 
2. English literacy in employability 
RESEARCH QUESTIONS: 
 
RQ1. :KDWDUHVWDNHKROGHUV¶DQGWKHRUHWLFDOLGHQWLILHG
communication constructs that support the 
development of a PCS in English Framework? 
RQ2. :KDW DUH VWDNHKROGHUV¶ DVVHVVPHQWV DERXW WKH
validity of the PCS Framework? 
 
RESEARCH OBJECTIVES: 
RO1. To develop a PCS in 
English Framework 
RO2. To evaluate the validity of 
the PCS Framework based 
RQVWDNHKROGHUV¶
assessment. 
METHODOLOGY:  
Soft Systems Methodology (SSM) 
1. Focused Semi-structured 
 
INSTRUMENT: 
x Interview 
schedule 
 
SAMPLING FRAME 
/ TECHNIQUE: 
x Purposive  
x Convenience 
DATA ANALYSIS: 
x ATLAS.ti7.
0 
 
VALID / 
RELIABLE: 
µ7UXVWZRUWKLQHVV¶
techniques (Lincoln 
and Guba, 1985) 
 
WORKING TITLE: 
A MALAYSIAN PROFESSIONAL COMMUNICATION SKILLS IN ENGLISH 
FRAMEWORK FOR AN ENGLISH FOR OCCUPATIONAL PUPROSES COURSE 
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1.8 Operational definitions of terms 
For the purpose of this study, the following terms require clear definition: 
Stakeholders: Stakeholders are the individuals, the groups or the organizations that have certain 
interests concerning the employment of graduates. In particular, this research defines the 
stakeholders as:  
a. Employers ,Q WKLV UHVHDUFK ³Hmployers´ refers to the private sector, mainly large 
companies in terms of the number of employees and the annual turnover. The companies 
chosen came from the top three key industries in Malaysia (as reported in the Malaysia 
Investment Performance Report 2011), which are the services, manufacturing and 
agriculture sectors (MIDA, 2012).  
b. Government of Malaysia. Agencies in the public sector, especially those who have the 
authority to recruit new entry-level personnel. Government linked companies (GLC) are 
also included as part of this group. 
c. Academia. These are the policy makers and lecturers in Malaysian HEIs. They are 
lecturers and language instructors who teach English for Occupational Purposes (EOP) or 
equivalent courses in Malaysian HEIs. They also have close links with the future 
employers of the graduates since some of them are industrial training coordinators for 
their respective universities. 
Professional Communication Skills (PCS): In this research PCS is defined as the ability to 
communicate efficiently at the workplace by effectively using the skills of oral communication, 
writing, listening and reading. These skills were suggested and validated by the stakeholders. 
Higher education institutions (HEI): This research includes HEIs all Malaysian post-secondary 
education institutions, including public higher education institutions, private higher education 
institution, polytechnics, and community colleges which offer English for Occupational Purposes 
programmes. These HEIs are under the aegis of Ministry of Higher Education (MOHE) 
Malaysia.  
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Soft System Methodology (SSM): This is a structured approach with a set of ordered activities. 
The rigorous steps in the methodology force explicitness and promote creative and stimulating 
thinking in fulfilling the objectives of the study. It is a framework consisting of seven steps 
organized in a special manner such that it leads to the implantation of culturally feasible and 
systemically desirable changes in human organisations (Checkland, 1986; 1990). 
English for Occupational Purposes (EOP): These are courses offered in most HEIs which cover a 
range of topics that are related to occupational needs such as Workplace Communications, 
Business Correspondences and Effective Presentations. Learners learn common language 
functions and how to utilize them appropriately in work situations.  Exercises and practical in-
class sessions are conducted to give learners an idea of English Communication needs in the 
workplace. 
1.9 Conclusion 
This chapter has provided an introductory overview of the thesis. The earlier sections of this 
chapter introduced the study by discussing the research background and establishing its rationale 
and aims. The remaining sections presented the research questions and objectives; gaps and the 
scope of the research were defined, and finally, this chapter defined the terms used in the study 
as well as the overall research framework of this study. 
Subsequently, Chapter Two provides a review of the theoretical and contextual literature that 
informs this study and discusses the intersecting bodies of empirical research related to the topic 
under study. Chapter Three then sets out the description of the research paradigm, methods and 
design of this study in greater detail. Chapter Four reports the results from data analysis collated 
IURP WKH VWDNHKROGHUV¶ SHUVSHFWLYHV E\ XVLQJ WKH 660 DSSURDFK &KDSWHU )LYH GLVFXVVHV WKH
findings of the study. Finally, Chapter 6 concludes the thesis with a summary of the study and its 
parameters, followed by a discussion on the contributions of this study and the implications of 
the research findings for future research, policy and practice. 
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µ&RPPXQLFDWLRQFRPSHWHQFHLVWKHGHJUHHWRZKLFKDFRPPXQLFDWRU¶VJRDOVDUHDFKLHYHGWKURXJK
effective and appropriatHLQWHUDFWLRQ¶ (Webster, 1983, p. 266).  
 
 
 
Chapter 2 
Review of Literature 
 
 
2.0 Introduction 
This chapter will start with an overview of policy with regard to the English language in the 
Malaysian education system from the British era until the present-day. This is vital in order to 
appreciate the national educational goals of Malaysia and the current language policies that 
underpin them. It will be followed by a detailed statement of the position of the English language 
in the current context of higher learning institutions in Malaysia, followed by a discussion of 
research pertinent to the English language, specifically within the context of higher education in 
the country.  
Subsequently, the chapter will put forward a theoretical framework which will operate as a basis 
for the review of literature. It will firstly discuss at length the model of Communicative 
Competence (Morreale, Spitzberg and Barge, 2007) and how this model fits into this study. This 
will also be discussed in greater detail in a later section of the study (2.3.1 Locating the model in 
this study). Commencing from the position that communication strategies are essential for 
successful workplace functions, the other key concept that needs to be clarified is the importance 
of English literacy for employability. A sub-section within this chapter (See 2.4 English literacy 
in employability) is devoted to justifying the need to review the area of workplace literacy and 
showing how the information gained will assist in carrying out this study. It will look into the 
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needs of Malaysian stakeholders and in particular the communicative skills in English needed by 
their entry-level employees. The interconnections between these two key concepts will be used 
as the base of the theoretical framework of this study.   
2.1  Locating the key concepts in the study 
Before embarking on the extensive analysis of the literature, this section will amplify the two key 
concepts in this study, namely, the Communicative Competence Model (Morreale, Spitzberg and 
Barge, 2007) and the notion of English literacy for employability. 
2.1.1 The Communicative Competence Model (Morreale, Spitzberg and 
Barge, 2007) 
Beyond some of the basic necessities of the workplace, almost everything that matters to humans 
is derived from and through communication. Spitzberg (2012) asserts,  
The 21st century brings with it several trends, including a more 
service- and information-based society, in which more and more 
professions will require a broad repertoire of communication 
competencies, ranging from excellence in face-to-face encounters as 
well as mediated encounters. Evidence abounds that communication 
ability is one of, if not the most, important competence that prospective 
employers expect of their personnel.  
(p. 4) 
This emphasizes the point that having strong communicative competence is vital not only to the 
academic success and achievement of students but also to their productivity and effectiveness as 
employees. Further, Chen et al.(2010) add, regardless of what other qualifications students may 
possess, if they cannot communicate well in interview contexts, they are unlikely to get the jobs 
for which they apply.  
7KH&&0PRGHOZDVFKRVHQWREHWKHEDVLVRIWKLVVWXG\¶VIUDPHZRUNEHFDXVHRIWKHDGHTXDF\
of the given components and subcomponents. It offers systematic ways of characterising the 
constructs of competent communicators for the workplace in terms that can effectively identify 
and organise the requirements within L2 instruction. This then, would allow language policy 
makers to design instructional programmes and evaluate the language proficiency of their L2 
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students from within a common or unified perspective. This point is put forth in the seminal 
paper by Canale and Swain (1980). 
These principles serve as a set of guidelines in terms of which 
communicative approaches to second language teaching 
methodologies and assessment instruments may be organized and 
developed. Such a theoretical analysis is crucial if we are to 
establish a clear statement of the content and boundaries of 
communicative competence²one that will lead to more useful and 
effective second language teaching and allow more valid and 
reliable measurement of second language communication skills.  
(p. 1) 
Dainton and Zelley (2011) put forward several criteria for evaluating the usefulness of a theory 
(See Table 2.3). Before choosing CCM to be the support of the framework designed for this 
research, it underwent examination using Dainton and =HOOH\¶V FULWHULD RI XVHIXOQHVV namely 
accuracy, practicality, simplicity and consistency. In respect of accuracy, Dainton and Zelley 
(2011) suggest that the theory chosen must be supported and it should work the way it says it 
does and in order to do this, other research studies that have scrutinised CCM were reviewed and 
it was proven that CCM was transferable and accurate across various fields %XEDã5DGRãHYL	
Hutinski, 2003; Irigoin, Whitacre, Faulkner, & Coe, 2002; Keefer, 2011; Limpornpugdee, Janz, 
& Richardson, 2009; Mino, 2012; Oschell, 2009).  
Table 2. 1 Areas to evaluate the usefulness of a theory (Dainton and Zelley, 2011) 
Area of evaluation What to look for 
Accuracy Does the research support that the theory and does it work 
the way it says it does. Look at the research studies that have 
examined the theory. 
Practicality Have real-world applications been found for the theory? 
Simplicity Is the theory formulated as simply as possible. 
Consistency Internal Æ ideas of the theory are logically built on one 
another 
External Æ UHIHUV WR WKH WKHRU\¶V FRQVLVWHQF\ ZLWK RWKHU
widely held theories. 
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With respect to practicality, CCM proved to have real-world applications, especially after the 
release of the San Diego State University School of Communication Assessment Report 
(Spitzberg, 2012), which used CCM as the fundamental model in its assessing procedure.  
In terms of simplicity, the CCM proposed by Morreale, Spitzberg and Barge (2007) is compact, 
most practical and the simplest in formulating communicative competence compared to previous 
models.  
One of the other models scrutinised was the Model of Relational Competence (Spitzberg & 
Cupach, 1984). This model was based on four variables: motivation, knowledge (cognition), 
skills (psychomotor skills) and outcomHV7KLVPRGHOLVDQH[WHQVLRQRI6SLW]EHUJ¶V(1983) and 
6SLW]EHUJDQG+HFKW¶V (1984) discussions on their model of relational competence. They define it 
as follows: 
Relational competence is defined as the extent to which objectives functionally 
related to communication are perceived to be fulfilled through interaction 
appropriate to the interpersonal context; that is, the model conceptualizes competent 
communication as appropriate and effective, and casts these DW WKH DFWRU¶V OHYHO RI
meaning. 
(p. 64). 
The definition above is based on five assumptions: (i) competence is contextual; (ii) competence 
is referenced by appropriateness and effectiveness; (iii) competence is judged according to a 
continuum of effectiveness and appropriateness; (iv) communication is functional; and (v) 
competence is an interpersonal impression (Spitzberg, 1983). Even though the five assumptions 
are applicable to the context of this study, and the variables used are enhancements of the earlier 
models of Canale and Swain (1983 and 1984), yet after extensive reading of this model [see 
specifically Spitzberg & Hecht (1984) and Oschell (2009)], it was found that although it did 
identify the requirements to be in place for one to be a competent communicator, it did not say 
how to acquire these skills, motivations, or knowledge sets. Morreale, Spitzberg and Barge 
(2007) however, manage to define and explain them distinctively and simply, too.  
The framework of communicative competence proposed by Usó-Juan and Martínez-Flor (2006) 
was also examined to determine the best model for this study. This model is an adaptation of the 
model of communicative competence proposed by Celce- Murcia et al. (1995). Taking Canale 
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DQG 6ZDLQ¶V  PRGHO DV Soint of departure, Celce-Murcia et al. (1995) further divide 
communicative competence into linguistic, sociocultural, strategic, discourse and actional 
competencies. They identify discourse competence as the central construct to the model and 
three other competences (linguistic, sociocultural, and actional) function as determiners to shape 
discourse competence. Celce-Murcia et al. (1995) assert that linguistic competence entails the 
basic elements of communication, such as sentence patterns, morphological inflections, 
phonological and orthographic systems, as well as lexical resources. Sociocultural competence 
UHIHUVWRWKHVSHDNHU¶VNQRZOHGJHRIKRZWRH[SUHVVDSSURSULDWHPHVVDJHVZLWKLQWKHVRFLDODQG
cultural context of communication in which they are produced. Actional competence involves 
XQGHUVWDQGLQJRIWKHVSHDNHUV¶FRPPXQLFDWLYHLQWHQWE\SHUIRUPLQJDQGLQWHUSUHWLQJVSHHFKDFW
sets. Usó-Juan and Martínez-Flor (2006) then claim that strategic competence should be placed 
at the same level as the rest of the competencies, since its goal is that of building discourse 
competence while allowing communicative ability to develop in parallel with the other 
components. Strategic competence is concerned with the knowledge of communicative strategies 
and how to use them. The framework of communicative competence proposed by Usó-Juan and 
Martínez-Flors (2006) is represented as a circle enclosing all five components (see Figure 2.1). 
 
Figure 2. 1 The Communicative competence framework by Usó-Juan and Martínez-Flor (2006) 
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Though this framework seems to be highly suitable for this study, it was discovered that it lacked 
authentication by other researchers and thus it was rather risky to apply its concept since 
practicality and accuracy as highlighted by Dainton and Zelley (2011) might be jeopardised.  
Looking at the aspect of internal and external consistency (Dainton and Zelley, 2011), Morreale, 
Spitzberg and Barge (2007) managed to prove that their ideas of the theory were built on one 
another after various empirical and extensive theoretical studies were conducted (Bagari & 
Mihaljevi, 2007; Duran & Spitzberg, 1995; Leung & London, 2005; Morreale, 2008; Spitzberg, 
2012). It can also be confirmed that the Communicative Competence Model of Morreale, 
Spitzberg and Barge (2007) is consistent with other widely held theories. This will be further 
discussed later in this chapter (See 2.4 The Communicative Competence Model). 
To proceed with the discussion on locating this key concept in this study, it must be stressed that 
communicative competence is contextual and will vary by situation (Spitzberg & Cupach, 1984). 
For example, although students may have an understanding of what competence looks like in a 
traditional classroom setting (Rubin, 1988), they might not understand what competence looks 
like in a Malaysian workplace context. It is questionable whether English language instructors in 
Malaysian higher education institutions fully comprehend the actual competence needed and 
used in the current Malaysian working environment. Hence, understanding the relationships 
among the components of communicative competence and having guidelines with ample 
exemplars in a framework would clear the confusion or misconceptions of Malaysian graduates 
and instructors as to what is needed by stakeholders. More importantly, applying CCM to the 
PCS framework will help to fill the information gap that currently exists: the lack of any 
workplace communication competence framework articulated and validated by Malaysian 
stakeholders.  
Underlying this framework development is a common disciplinary interest: namely, the need to 
generate a broadly acceptable frame of reference that identifies the essential components of PCS 
defined by stakeholders who are involved in human capital development in Malaysia. Since 
many EOP courses in Malaysian HEIs are taught differently and without clear direction given by 
companies or government agencies, this framework may work as a guide for policy makers in 
HEIs to improve and update their courses. Accordingly, besides emphasising the four language 
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VNLOOVLQIRVWHULQJOHDUQHUV¶FRPPXQLFDWLYHFRPSHWHQFH&&0LQWURGXFHVVNLOOVPRWLYDWLRQDQG
knowledge as key constructs in producing competent employees. Locating these key constructs 
within the PCS framework would enhance the quality of graduates so that they become effective 
and appropriate communicators.  
2.1.2 English Literacy in employability 
In essence, the review of related literature above indicates that there is a need for more in-depth 
studies that provide close-up assessment of the professional use of English language which 
impedes employment. Most studies presented earlier employed mainly survey methods of study 
without qualitative in-GHSWK DWWHQWLRQ WR IXUWKHU H[SORUH VWDNHKROGHUV¶ SHUVSHFWLYHV DQG
experiences with English language communication, which is emerging as the major factor in 
employability. Studies concerned with workplace communication skills and literacy in English 
are still limited in number. Therefore, this study will help to fill the gap in the literature by 
providing qualitaWLYH LQVLJKWV RQ VWDNHKROGHUV¶ SUDFWLFHV DQG WKHLU UHTXLUHPHQW ZLWK UHJDUG WR
communicating in English at the workplace, especially at entry-level. This study seeks to find 
DQVZHUVWRWKHLVVXHVE\H[DPLQLQJWKHSUREOHPLWVHOIDQGE\KDYLQJWKHµSUREOem-soOYHUV¶RUNH\
informants  share their insights and experiences, utilising a qualitative method of study. Thus, 
building on the theories and conclusions informed by previous research, this study turns towards 
developing an essential yet absent framework of professional communication skills in ESL for 
Malaysian HEIs.  
$VVWDWHGHDUOLHU UHVHDUFKLQZRUNSODFHOLWHUDFLHVKDVFRQFHQWUDWHGOHVVRQH[DPLQLQJVWXGHQWV¶
English language literacy practices and competencies for workplace life; rather, it has gone a 
long way in unpacking the more generic lists of competencies for the students to achieve. Hence, 
this theme needs to be more focussed by critically looking at other elements of workplace 
literacy practices, which include reading, listening and speaking, specifically in the English 
language. Despite the lack of competence demonstrated in these skills, they are unfortunately not 
universally articulated as learning goals in current higher education curricula. Currently, what is 
stressed by the Ministry of Education is improving the quality of human capital in order to 
become a high-income QDWLRQ 6WUHVV LV SODFHG RQ HQKDQFLQJ OHFWXUHUV¶ DELOLW\ WR SURGXFH
innovations in teaching and learning based on student centred learning. While it cannot be denied 
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that improving teaching and learning methods is important in overcoming the lack of 
competence of our graduates, it is essential to have this formulated clearly within Malaysian 
higher education policy.  
This study is based on the premise that in order to understand the nature of workplace literacies, 
LW LVQHFHVVDU\WR LQYHVWLJDWHVWDNHKROGHUV¶XQGHUVWDQGLQJRIWKHLURZQSUDFWLFHVZKHWKHULQ WKH
public or private sectors, without making prior assumptions as to which practices are appropriate 
and effective. Qualitative interviews will help to unfold the needs and requirements of 
stakeholders with in-depth descriptions that explain and give meaning and solutions to the 
current problem. This approach addresses criticism over the lack of authentic voices from across 
the spectrum of stakeholders on the acquisition of professional English communication skills at 
the workplace as pointed out by Kassim and Ali (2010). An active dialogue in selected venues 
with the respondents would be able to add richness, breadth and depth to the data on PCS in 
English.  
Aligned with the central aim of this study, the qualitative case study is deemed the most 
DSSURSULDWH PHWKRG WR LQYHVWLJDWH VWDNHKROGHUV¶ interpretations of PCS given its descriptive, 
dynamic and authentic nature. Moreover, Kaur and Alla Baksh (2010) conclude,  workplace 
literacy should include not only the productive skill (speaking and writing); therefore, data has to 
be obtained from multiple sources for a more comprehensive understanding of the workplace 
literacy needed by stakeholders. Hence, for the purpose of this study, triangulation of data 
sources will be used to maximise the range of data which can contribute to complete 
understanding of the concept, as advised by (Carcary, 2009): 
an inquiry that investigates a contemporary phenomenon within its real 
life context, when the boundaries between the phenomenon and the 
context are not clearly evident, and in which multiple sources of evidence 
should be used  
(p. 16).  
This study will incorporate workplace literacy within the Communication Competence Model. 
Communication is possibly the most important of all the employability skills (IPPTN, 2010). 
Speaking, listening, reading and writing are central to all work practices, which have 
contextualised applications unique to a work-place and job role, but there are a few other 
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FRPPXQLFDWLYH FRPSHWHQFLHV WKDW VKRXOG EH WDXJKW LQ +(,V DV SDUW RI JUDGXDWHV¶ SURIHVVLRQDO
communication skills. In the past, these skills (i.e. cognitive competence, cultural competence, 
critical thinking, tasking skills and motivation) were usually treated separately from workplace 
literacies (Idrus, Mohd Dahan, & Abdullah, 2010; S. Kaur & Alla Baksh, 2010; Pandian & Abd 
Ghani, 2005; Shah, 2011; UNESCO, 2012). However, looking at the needs of employers today, 
these skills should be handled parallel with each other as suggested by previous research (Ainol 
Madziah et al., 2011; Flowerdew, 2005; IPPTN, 2010; Kassim & Ali, 2010; Pandian & Abd 
Ghani, 2005; Sirat et al., 2007).  Ultimately, the few published works and scarce research in this 
field of inquiry within the region and local context offers an ideal platform for the conduct of the 
present study.  
2.2 Malaysian language education policy 
The following sub-sections detail the background of the English language policy in the 
Malaysian education system from the British era until today. An introduction to this is necessary 
to appreciate the Malaysian national educational goals and the current language policies that 
underpin them. Subsequently the position of the English language in the current context of 
higher learning institutions in Malaysia is presented, followed by a discussion of research 
pertinent to the English language specifically within the context of higher education in the 
country.  
The English language holds a complex and ironic status in Malaysia (Lee et al., 2009). It is an 
µLQKHULWHG¶ ODQJXDJH DQG D µOHJDF\¶ RI WKH %ULWLVK FRORQLDOLVWV DQG KDV SURJUHVVHG DQG DOWHUHG
through a long historical journey. It was the medium of education and the language of 
administration for many years prior to independence in 1957. Through Christian missionaries, 
the British established English schools with English as the medium of instruction as early as 
1816 in Penang. English was then used as the official language for administrative purposes 
which resulted in the establishment of English medium schools to train prospective 
administrative employees who were proficient in English. The English schools were established 
mainly in the urban areas and most of the students were children of the royalty and aristocrats. 
The students were offered ample opportunities for further education, employment in the civil 
service and access to scholarships. The curriculum in these schools was patterned after the 
grammar school curriculum in Great Britain, with the intention of producing junior 
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administrative officers to support the British administration. Given that the English medium 
schools were mostly set up within the urban areas, the majority of the student population was 
non-Malay. The majority of the Malays, who mainly resided in the rural areas, could not benefit 
from these opportunities (Gill, 2005).  
Post-independence to contemporary times has seen English language education largely governed 
by the political and national aspirations of the nation. In the heyday of post-colonial language 
planning, the new national government set out to form a common national educational system, 
attempting to unite the diverse groups of Malaysians. The initial national educational curriculum 
was designed in view of the recommendations made by the Razak Report1 in 1956 (Omar, 1987). 
This was a major influential report prepared by the Education committee intended at creating a 
national identity with the introduction of common content syllabuses and more importantly, to 
reduce the role and status of English and select one autochthonous language, Bahasa Melayu2  
(which was later renamed Bahasa Malaysia)3. The Razak Report significantly gave BM its 
legitimate status and role as the national language as well as the axis of national unity and 
integration. Since then, BM has been accepted as the national language and is protected under 
Article 152 of the Constitution of Malaysia (1957) as stated below,  
1. The national language shall be the Malay language and shall be in such script 
as Parliament may by law provide: Provided that-  
(a) no person shall be prohibited or prevented from using (otherwise than for 
official purposes), or from teaching or learning, any other language; and 
(b) nothing in this Clause shall prejudice the right of the Federal Government 
or of any State Government to preserve and sustain the use and study of the 
language of any other community in the Federation..  
                                                 
1The Razak Report or the Education Committee of 1956 was the first Malaysian educational report. The report was 
named after its chairman, Dato Abdul Razak. In many ways the Razak Report incorporated the ideas of the Barnes 
Committee and Fenn-Wu Reports (Gaudart, 1987).  
2
 The focus on Bahasa Melayu and English does not mean that there are no other languages, for this multiethnic 
nation also has Mandarin and Tamil and a host of other minority languages, guaranteed equal opportunity under 
Article 152 of the constitution (Asmah, 1979: 11). 
3
 At independence, the government of Malaysia, then called Malaya, chose Malay or Bahasa Melayu as its national 
language. During that period of strong nationalism, the government did not feel the need to change the name of the 
language. Later, the racial tensions of the sixties spurred the government to rename the national language as Bahasa 
Malaysia, the language of Malaysians (Asmah, 1992: 157) Presently, these two terms are used interchangeably: 
Bahasa Melayu to signify that it is the language of the Malays and Bahasa Malaysia to signify that it is the language 
of Malaysians (Gill, 2005). 
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The Education Ordinance 1957 was then amended based on the Rahman Talib Report4 (1960) 
and subsequently, on January 1 1962, the new Education Act 1961 was implemented. The 
amendment in Rahman Talib Report (1960) stated:  
The education policy of the federation is to establish a national system of 
education which will satisfy the needs to promote the cultural, social, economic 
and political development as a nation, with the intention of making Bahasa 
Malaysia the national language of the country.,, and (educational) research 
until 1965 should be concentrated on the Malay language and teaching of it 
and that research into other languages used in Malaya and the teaching of 
them should thereafter be introduced.  
(p. 46) 
With this, the role and status of English were radically reduced. From being the sole medium of 
LQVWUXFWLRQLQWKHHGXFDWLRQV\VWHPGXULQJFRORQLDOWLPHV(QJOLVKZDVµUHOHJDWHG¶WR being taught 
in schools as a second language; in fact, in the rural areas where there was almost no 
environmental exposure to the language, English was virtually a foreign language (Gill, 2005). 
7KRXJK LQ WKH 5D]DN 5HSRUW WKH (QJOLVK ODQJXDJH ZDV VHHQ DV D µIRUHLJQ LQJUHGLHQW¶ WR WKH
national identity, the government admitted that mastering the English language would be crucial 
for the country to progress politically and economically since it has a significant position across 
WKH JOREH +DVKLP 7KHUHIRUH (QJOLVK ZDV WKHQ GHFODUHG WR EH µDQ LPSRUWDQW VHFRQG
ODQJXDJH¶ZKLFKZDV UHWDLQHGDV WKH PHGLXPRI LQVWUXFWLRQ LQ WKH IRUPHU(QJOLVK VFKRROV DQG
remained one of the compulsory subjects taught in national schools.  
In 1978, the National Language Policy was implemented; English has been taught as a second 
language and a compulsory subject for all students right from their first year of primary 
education through eleven years of schooling until the end of their secondary education. It has 
also been acknowledged as an important language for local and international trade as well as a 
language that provides an additional means of access to academic, professional and recreational 
materials. Although it is only taught as a subject in the school curriculum, it is still used quite 
extensively outside the classroom in some of the urban schools. By 1983, the entire national 
school system was using BM as the medium of instruction.  
                                                 
4The Rahman Talib Report is the second educational report.  
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In 1979 the Cabinet Report on Education recommended a major review of the primary and 
secondary school curriculum to meet the developmental needs of the country, which led to the 
development of the New Primary Schools Curriculum (KBSR) in 1983 and the Integrated 
Curriculum for Secondary Schools (KBSM). The New English Language Curriculum was 
implemented in schools beginning in 1988, based on a communicative model of language 
teaching and learning. ,QDGGLWLRQWKHDLPRIWKHV\OODEXVZDVWRH[WHQGRYHUDOOVWXGHQWVµ(QJOLVK
language proficiency in order to meet their needs for English in everyday life, for knowledge 
DFTXLVLWLRQDQGIRUIXWXUHZRUNSODFHQHHGV¶(MOE, 2000). 
Subsequently, in 1991, the former Prime Minister, Tun Mahathir Mohamad, announced his 
Vision 2020, in which the objective was to transform the country into a fully-modern 
industrialised society by the year 2020. Vision 2020 envisages that Malaysia will become a 
scientifically and technologically advanced nation by the year 2020 if it can surmount nine 
challenges (Mahathir, 1991). The challenge that has particular implication for the role of English 
is: establishing a scientific and progressive society, a society that is innovative and forward-
looking, one that is not only a consumer of technology, but also a contributor of the scientific 
and technological civilization of the future (Prime MLQLVWHU¶VDepartment, 2009). The position of 
English is more clearly defined: it is to serve as a tool for human resource development and 
technological advancement in the progress towards achieving developed nation status (Mahathir, 
1991).  
In 2003, after more than 30 years of using BM as the medium of instruction for all subjects 
except English, the Malaysian educational system experienced another wave of change with the 
use of English to teach Mathematics and the Sciences in its educational institutions in line with 
the growth of ICT and the knowledge-based economy. This move was made following a growing 
demand of governments, industries and corporations for scientific and technological 
advancements mostly available in English in the era of economic globalisation. The 
implementation of English for the Teaching of Mathematics and Science (ETeMS) policy, a 
brainchild of the former Prime Minister, Mahathir Mohamad, was deemed necessary to upgrade 
the mastery of English among Malaysian students to enable them to access the latest scientific 
information and knowledge and to communicate and participate effectively in the global context 
while raising the standard of Mathematics and Science (Syed Zin, 2004). Bearing in mind the 
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limited duration of interaction, ETeMS was not to be regarded as a complete language 
development course, but rather one of several support mechanisms introduced by the Ministry of 
Education to use Mathematics and Science subjects to further develop English language 
competence to a level that will engender optimal performance in and outside the classroom 
(MoE, 2004). Furthermore, the former Prime Minister, Mahathir Mohamad was quoted as 
follows in The Star on 10 October 2002: 
We want to create a new generation of Malaysians who are well- educated and 
able to compete with the developed world. Despite objections from various 
sectors, the Malaysian Cabinet made a decision on using English as the 
medium for teaching of Science and Mathematics. The rationale behind 
selecting these two subjects is the light speed pace of development of these 
disciplines.  
(pg. 2) 
However, in 2009, after nine years of its execution, the government decided to retract the 
ETeMS policy effective after 2012 taking into account feedback received from various parties 
concerning its implementation. A team of researchers from eight Malaysian HEIs, together with 
Pembina5 (Permuafakatan Badan Ilmiah Nasional) conducted a nationwide study entitled 
µ7HDFKHU¶V&RPSHWHQF\/HYHOLQ(7H06DQGLWV,PSOLFDWLRQVRQ+XPDQ&DSLWDO'HYHORSPHQW¶
It was concluded that ETeMS has been deleterious to students, and it could reduce their 
intelligence. The PEMBINA report also stated that the ETeMS should be abolished due to poor 
returns of only 4% in English language achievement (Pembina, 2009). In addition, the report 
addressed the issue of the lack of English language competency of the ETeMS teachers 
(Pembina, 2009). Since the teachers are not fully confident teaching in English, it beats the actual 
purpose of ETeMS wKLFK ZDV WR IXUWKHU GHYHORS VWXGHQWV¶ (QJOLVK ODQJXDJH FRPSHWHQFH WR D
level that will produce optimal performance in and outside the classroom (MOE, 2004). 
Isahak et. al. (2008) made a call for the reversion of the medium of instruction to Bahasa 
Malaysia 7KH\ FODLPHG WKDW 3360, KDG IDLOHG WR UDLVH OHDUQHUV¶ FRQFHSWXDO XQGHUVWDnding, 
knowledge and skills in Mathematics and Science. Additionally, the research discovered the gap 
of achievement between urban and rural schools had widened during the implementation of 
                                                 
5
 Pembina is the Malay Education Taskforce (Badan Bertindak Pendidikan Melayu), formed as a response by 
UMNO (the Malay Political Party) to merge all Malay Education Associations in strengthening Malay education. 
Pembina is an initiative of the UMNO Supreme Council, formed in 2005, aiming to strengthen human capital 
development among young Malay citizens. 
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ETeMS (Jaafar, 2008). However, a study done by Singh, Arba, & Teoh (2010) indicated that 
neither the use of English nor English/Bahasa Malaysia could provide an advantage for pupils 
from the rural area in Mathematics tests. Since the language of instruction was considered to be a 
non-issue by virtue of the test scores not being significantly different, it may be inferred that 
their low scores were indicative of them having difficulties in understanding Mathematical 
concepts.  
&RQVHTXHQWO\LQ(7H06ZDVUHSODFHGZLWKDQHZSROLF\QDPHGµMemartabatkan Bahasa 
Malaysia dan Memperkukuhkan Penguasaan Bahasa Inggeris¶ 0%0MBI6RU LQ(QJOLVK µ7R
8SKROG%DKDVD0DOD\VLDDQG WR6WUHQJWKHQ WKH(QJOLVK/DQJXDJH¶ ,W LVEHOLHYHG WKDW WKHQHZ
policy of the Ministry of Education Malaysia can ensure the use of the Malay Language as a 
medium of communication in all national schools and secondary schools, and to ensure that each 
child can master both Malay and English  well and fluently (MOE, 2012c). MBMMBI is 
positioned under one of the eleven shifts7 that was announced by the MOE in the Malaysia 
Education Blueprint 2013- ZKLFK ZDV µWR HQVXUH HYHU\ FKLOG LV SURILFLHQW LQ %0 DQG
English languaJH¶(MOE, 2012b). 
The Ministry of Education Malaysia stated that a regressive strategy should be implemented, 
ZKHUHLQDµ%DFNWR%DVLF¶8 strategy, the teaching and learning of the language is based on the 
correct use of the language in an integrated manner and within context (MOE, 2012c). The 
standard British English Model will be used once more as a guide, which was what had been 
implemented during the pre-independence era.  
                                                 
6
 The definition of MBMMBI:  i) to uphold BM means to place the language in its rightful position as the national 
language as enshrined in Article 152 of the Federal Constitution. BM is also the main medium of instruction based 
on the Education Act of 1996, and ii) to strengthen the English language means to enhance the command of the 
language as a compulsory language to be learned, the language of communication and of knowledge at the national 
and international levels (MOE, 2012c). 
7MOE has identified 11 shifts that will need to occur to deliver the change in outcomes envisioned by all 
Malaysians. Some of these shifts represent a change in strategy and direction. Others represent operational changes 
in the way the Ministry and schools have historically implemented existing policies. Regardless of whether it is a 
strategic or operational shift, they all represent a move away from current practices(MOE, 2012b). 
8Back to Basics strategy within the English Curriculum is aimed to strengthen the mastering of basic English by 
focusing on phonics as well as incorporating enjoyable learning elements in the Language Arts module. The learning 
of Grammar within context will be given specific emphasis in the Grammar module. (MOE, 2012a: p.13).  
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In this new Malaysia Education Blueprint 2013-20259, the previous curriculum framework of 
primary and secondary schools in Malaysia, KBSR and KBSM, would be revised to reflect a 
balanced set of knowledge and skills. A new standardised curriculum would be introduced, 
known as Primary School Standard Curriculum (KSSR) and Secondary School Standard 
Curriculum (KSSM). Another big leap in this new policy is the strategy to revamp national 
examinations and school-based assessments to gradually increase the percentage of questions 
that test higher-order thinking. The School Based Assessment (PBS) is a holistic form of 
assessment which assesses the cognitive, affective and psychomotor domains encompassing 
intellectual, emotional, spiritual and physical aspects. Thus, the PBS10 is in tandem with the 
KSSR as well as the National Education Philosophy. 
Since these latest policies have just been implemented, the outcomes are still unclear. However, 
the MOE is assured that MBMMBI and PBS will produce Malaysians who are proficient in BM 
and English in all aspects of communication, be it in their daily conversations, when conducting 
official matters and seeking knowledge, or in their respective careers (MOE, 2012, p18). Another 
benefit of this policy is that it will create a nation, identified as 1Malaysia, whose citizens 
possess strong personal resilience and are progressive, dynamic and competitive at the 
international level (MOE, 2012). Table 2.2 below summarise the events and changes in 
Malaysian education policies.  
Table 2. 2 Changes of the Malaysian Education policies: summary of events. 
Year Event Position of English Language 
1816-1956 British Colonial Education English medium schools in urban areas. 
1956 First Malaysia Educational 
Report  (Razak Report) 
BM as the national language (enshrined in Article 
152 of the Constitution of Malaysia). All subjects 
must be taught in BM, except English.  
                                                 
9
 In October 2011, the Ministry of Education launched a comprehensive review of the education system in Malaysia 
in order to develop a new National Education Blueprint. This decision was made in the context of rising 
LQWHUQDWLRQDOHGXFDWLRQVWDQGDUGVWKH*RYHUQPHQW¶VDVSLUDWLRQRIEHWWHUSUHSDULQJ0DOD\VLD¶VFKLOGUHQIRUWKHQHHGV
of the 21st century and increased public and parental expectations of education policy (MOE, 2012b). 
10
 PBS is carried out continuously in schools by teachers during the teaching and learning process. There are 4 
components in the PBS: (i) Central Assessment, (ii) School Assessment, (iii) Assessment of Sports and Co-
curricular activities, and (iv) Psychometric Assessment. 
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1978 National Language Policy English as a second language, a subject 
compulsorily taught in all schools from primary to 
secondary.  
1979 
1988 
KBSR 
KBSM 
The new curriculum for schools introduced. 
Communicative Model was applied for the English 
language subject.  
2003-2009 ETeMS English language used as medium for teaching 
Mathematics and Science subjects in schools.  
2011 MBMMBI The policy to uphold BM and strengthen the English 
language by reinforcing the command of the 
language: a compulsory language to study as the 
language of communication and knowledge.  
2013 ± 
2025 
Malaysian Education Blueprint An effort to elevate the education system. MOE 
proposed eleven shifts to transform it. KSSR, KSSM 
and PBS implemented.  
 
The above discussion has outlined some of the key movements that have taken place in English 
language literacy in Malaysia. Clearly, the rise of English was witnessed within the colonial era 
while its decline was evident amidst nationalism and nation building. The number of colossal 
changes in the Malaysian education system is evidently one of the major factors of why the 
problem of this particular study arises. Hulya (2009) stresses that in second language acquisition, 
learners rely greatly on routines and patterns. The lack of a consistent routine and the dramatic 
changes in Malaysian education language policies have made it increasingly difficult for 
language acquisition to happen. Understanding that the students coming in to HEIs are the 
product of the ever changing educational policy, the literacy landscape has also observed shifts 
in approaches to English learning in higher education, as will be discussed below.  
2.2.1 English language in Malaysian HEIs 
At the time of Malaya's independence in 1957, there was no university in the country. Since the 
birth of the Malaysian Federation in 1963, higher education institutions (HEIs) have undergone a 
µGHPRFUDWL]DWiRQ DQG PDVVLILFDWLRQ¶ SURFHVV; globalisation and transnationalisation have 
LQFUHDVHGHQUROPHQWJURZWKRIµIRU-SURILWV¶SULYDWH+(,VDQGZRUOGZLGHWHFKQRORJLFDODGYDQFHV
which have profoundly altered the delivery in HEIs (Morshidi in UNESCO, 2006. p. 103). In 
line with the aim to be a developed country as stated in Vision 2020, higher education was seen 
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DVYLWDOWR0DOD\VLD¶VHFRQRPLFJURZWKDQGDQLPSRUWDQWFRPSRQHQWLQWXUQLQJ0DOD\VLDLQWRD
regional education hub. Thus, education reforms governing both public and private higher 
education were tabled in 1996, namely the Education Act 1996, Private Higher Educational Act 
1996, National Council on Higher Education Act 1996, National Accreditation Board Act 1996 
and the Universities and University Colleges (Amendment) Act 1996. These reforms provide the 
necessary regulatory framework for the liberalisation and privatization of higher education on a 
larger scale to meet the social and economic needs of the country (Morshidi in UNESCO, 2006. 
p. 105). According to Lee (2004), education was the most important instrument to achieve 
national unity, social equality and economic growth. In order to eradicate poverty, a trained and 
skilled workforce was needed, to increase productivity and hence, the income level of all 
Malaysians (MOHE, 2007a). Higher education, therefore, became one of the most important 
means for developing and producing this trained and skilled workforce. More specifically, higher 
education was visualised as a significant vehicle to improve the socio-economic standing of the 
disadvantaged Bumiputras (Sirat, 2005). 
In view of the importance of higher education in dealing with the socio-economic issues of 
Malaysia by 2020, the Ministry of Higher Education (MOHE) was established in March 2004. 
Prior to this, higher education matters were under the Ministry of Education through the 
Department of Higher Education, which was established in 1995. MOHE is the governing 
authority for the Malaysian higher education sector, and it oversees HEIs (both public and 
private higher educational institutions), community colleges, polytechnics and other government 
agencies involved in higher education activities such as the Malaysian Qualifications Agency11 
(MQA) and the National Higher Education Fund Corporation (Perbadanan Tabung Pendidikan 
Tinggi Nasional ±  PTPTN), to name a few. 
In 2011, Malaysia had 20 public universities, 53 private universities and six foreign university 
branch campuses, 403 active private colleges, 30 polytechnics and 73 public community 
colleges. However, the 27 teacher education institutions are still under the jurisdiction of the 
MOE. The increasing demand for higher education in Malaysia has also resulted in a varied 
                                                 
11The national quality assurance agency of Malaysia,  known as the Malaysian Qualifications Agency (MQA), was 
established on 1 November 2007 under the Malaysian Qualifications Agency Act 2007. Its key function is to quality 
assure all programmes and qualifications offered by higher education providers.  
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UDQJHRIFRXUVHDQGGHJUHHRIIHULQJV$VVWDWHG LQ WKH04$¶V$QQXDO5HSRUW FRPPHQFLQJ in 
2010, the public HEIs would offer 326 accredited academic programmes at the undergraduate 
level while  the private  would offer 1075 programmes (MQA, 2010. p.6). The qualifications 
awarded by all HEIs (both public and private) in Malaysia registered under laws related to 
Malaysian education are governed by the Malaysian Qualifications Framework12 (MQF). The 
framework specifies that a programme is required to achieve the following minimum credits 
before an academic qualification can be awarded: certificate (60 credits), diploma (90 credits), 
EDFKHORU¶V GHJUHH  FUHGLWV DQG WDXJKW PDVWHU¶V GHJUHH  FUHGLWV). Masters degrees and 
PhDs obtained by research do not have credit values.  
English is used as the primary medium of instruction at most of the private higher educational 
institutions in the country. It is however, only used for postgraduate studies at public universities 
DVWKHEDFKHORU¶VGHJUHHFRXUVHVFRQGXFWHGDWWKHVHXQLYHUVLWLHVDUHWDXJKWSULPDULO\LQ%0with 
the exception of MARA University of Technology (UiTM) and International Islamic University 
Malaysia (IIUM). Azman (2009) claims that underlying the naturalisation of teaching and 
learning of English in the Malaysian education system are µideological pressures and political 
dogmas, often emerging from colonial, urban/rural and even local ethnic conflicts and 
hierarchies¶ S 9). Primarily, in the context of Malaysia, the most powerful influence on the 
QDWXUH RI (QJOLVK ODQJXDJH SURJUDPPHV LV WKH JRYHUQPHQW¶V VWDQG FRQFHUQLQJ WKH SRVLWLRQ RI
English in the National Education System and society at large. Initially, following the National 
Language Policy in 1970, all universities had adopted the national policy of using BM as the sole 
medium of instruction. English was relegated to the position of a second language and its role 
confined to being a means of acquiring knowledge. However, in 2007, MOHE launched the 
National Higher Education Plan 2007-2010 (MOHE, 2007a), which aims to produce Malaysians 
who are intellectually active, creative and innovative, articulate, adaptable and capable of critical 
thinking (MOHE, 2007a, p.7). Based on it, MOHE has produced a profile of desired human 
capital and among the important attributes related to the English language are the following: 
graduates should have mastery in BM and English and at least one other global language, and 
                                                 
12MQA is entrusted with implementing the national framework known as the Malaysian Qualifications Framework 
(MQF) to accredit higher educational programmes and qualifications, to supervise and regulate the quality and 
standard of higher education providers, to establish and maintain the Malaysian Qualifications Register and to 
provide for related matters. 
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should be able to be good communicators and effective presenters in BM and English (MOHE, 
2007a, p.13).  
With the increasing use of English in academic contexts, mastery of the language is now a must 
and is no longer seen as a complementary competence, particularly in the fields of science and 
technology (Rea-Dickins & Scott, 2007). Realising this importance, the MOHE has made 
English language proficiency a compulsory requirement for admission to local universities, 
starting in 1999. The Malaysian University English Test (MUET) is administered by the 
0DOD\VLDQ([DPLQDWLRQ&RXQFLO0(&DQGLWVSHFLILFDOO\DLPVWR³EULGJHWKHJDSLQODQJXDJH
QHHGVEHWZHHQ VHFRQGDU\ DQG WHUWLDU\ HGXFDWLRQ´ &KDQ	:RQJS ([SOLFLWO\ WKH
REMHFWLYH RI WKH 08(7 LV µWR PHDVXUH WKH (Qglish language proficiency of pre-university 
students for entry into tertiary education and comprises all the four language skills of listening, 
VSHDNLQJUHDGLQJDQGZULWLQJ¶(MEC, 2006, p. 6). In order to be permitted into HEIs, Malaysian 
applicants must obtain the minimum band demanded by the various faculties of each HEI so as 
to ensure that they have an adequate level of English ability to cope with the courses in their 
chosen field of study (Kaur & Nordin, 2006). More importantly, the MUET band scores obtained 
by students are also used to provide diagnostic information for their placement in English 
language proficiency courses (Mohamed, 2008). 
As an extension to this, the Ministry of Higher Education has instituted several measures to 
improve the employability of local graduates. One of the measures was the introduction of soft-
skills (including mastering the English language and presentation techniques) and 
entrepreneurship modules for the 2007/2008 academic session in all public universities (Bank 
Negara Malaysia, 2007, p. 30). It is evident that the curricula in HEIs must also equip 
undergraduates with appropriate skills to enable them to compete in an ever-changing market. 
Curricula must be reviewed, and courses that are no longer relevant must be removed (Wahi, 
2012). Peer review and industry collaboration must be enhanced in curricula development and 
evaluation (IPPTN, 2010). Nonetheless, according to Nich (2005), long before the diversification 
in degree programmes, an English qualification is the most assured ticket of success at the 
workplace. Shakir (2009) adds that developing the soft skills needed by the employers by 
interweaving them in current course content is probably the most practical way, but the English 
language competency issue might not be addressed effectively.  
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The issues above highlight the importance of a course in Malaysian HEIs which, while taking 
place in an academic setting, is designed to equip undergraduates with workplace English 
ODQJXDJHFRPSHWHQF\DQGSUDFWLFHVLQRUGHUWRPHHWVWXGHQWV¶IXWXUHFRPPXQLFDWLRQQHHGVDIWHU
graduation. English for Educational Purposes (EOP) courses then, must be designed with the aim 
of preparing students with a comprehensive English language for workplace demands as well as 
encouraging them to develop a critical awareness of workplace practices (Flowerdew, 2005). 
&XUUHQWO\ WKH (23 V\OODEXV YDULHV DFFRUGLQJ WR +(,V¶ IDFXOW\ OHYHO +HQFH WKLV VWXG\ ZLOO
attempt to create a standardised framework of the EOP course taught in Malaysia HEIs, in 
accordance with the present-day needs of stakeholders.  
To conclude the above discussion, while the primary and secondary school education system in 
Malaysia is undergoing major reorganisation, HEIs in Malaysia have little choice but to address 
this issue at the tertiary level, which has led to national policy changes and institutional 
development in the higher education system in Malaysia (see Table 2.2). Under the new policy 
framework, higher education has been privatised and public universities have been corporatized, 
resulting in a sharp growth in the number of tertiary students especially students in the private 
sector. The MQA accredits all programmes and qualifications that fulfil the set criteria and 
standards. However, in the midst of expansion, new graduates in Malaysia are not proficient in 
English and are not marketable in the job market due to this lack of English language proficiency 
and this is costing the nation a great deal of money (Sekharan Nair et al., 2012). It is agreed that 
Malaysian HEIs may be producing graduates who are sufficiently knowledgeable in their area of 
study but inadequate in English Language proficiency (Kassim & Ali, 2010)7KHUHIRUH+(,¶V
curriculum designers and policy makers should review the current syllabus which emphasises 
accuracy too much, rather than fluency in the English language.  
Table 2. 3 Phases in Malaysian Higher Education 
Phase Events 
Pre 1970 x Only one university in Malaysia, 
University of Malaya. 
x Government emphasised primary and 
secondary education.  
Post 1970 ± 1990 x State controlled universities were 
established 
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x Ethnic quota admission policy was 
applied. 
Post 1990 ± 2000 x Establishment of more state-controlled 
universities. 
x MQA was introduced to ensure quality 
mechanisms. 
x Overseas private HEIs instituted. 
x Corporatisation of public HEIs. 
Post 2000 ± 
present 
x MOHE was formed (2004). 
x National Higher Education Plan 2007 ± 
2010 
 
 
2.3 Theoretical framework 
As set out in Chapter 1, this study focusses on defining the professional communicative 
competence demanded by Malaysian stakeholders. An important starting point is the notion of 
communication competencies. The study adopts the position of Moreale, Spitzberg and Barge 
(2007), who maintain the necessity of a Communication Competence Model. This theory lays 
emphasis on the importance of competent communicators who need to learn to adapt to the 
communication rules of the society to which they belong so that they are able to communicate 
effectively and appropriately. In their theory, Moreale, Spitzberg and Barge (2007) declare that 
communicative competence should have three components namely; cognitive knowledge (i.e. of 
the subject and knowledge of how to communicate), communication skills (i.e. how to 
communicate effectively) and motivation to communicate (i.e. desire to engage in 
communication). These three requirements or dimensions of competence ± motivation, 
knowledge and skills ± are used in this research as the foundation of the Professional 
Communication Skills (PCS) of Malaysian graduates (further discussion on this in 2.3, the 
Communication Competence Model). The CCM conceptualises the overarching relational 
communication theory, providing a solid theoretical and applicable structure upon which this 
current research could design a framework in PCS. This application resolves one of the main 
problems addressed in the literature review: the lack of a cohesive framework in teaching EOP in 
Malaysian HEIs. 
39 
 
7KH VHFRQG NH\ FRQFHSW LQIRUPLQJ WKH VWXG\¶V WKHRUHWLFDO IUDPHZRUN LV (QJOLVK OLWHUDF\ LQ
employability. It is noteworthy that the main aim of this study is to produce an informed, 
impartial and highly valid PCS framework in English to be used, not just as a reference for EOP 
practitioners, but also as a checklist for future employers to assess their entry-level employees. 
The review of literature on English language literacy for employability, especially in 
highlighting the voices of the Malaysian private sector and the government, is essential to 
accentuate and further clarify the issues in this study. This matter will be further clarified in 
subsection 2.4,  English literacy in employability. 
,Q HVVHQFH WKH IRFXV RI WKLV VWXG\¶V WKHRUHWLFDO EDVLV LV WKH LQWHUVHFWLRQ EHWZHHQ WKH
Communication Competence model and English literacy in employability. The following 
discussion on the review of literature will regularly show connections to the present study and 
justify why these key concepts were chosen.  The theoretical framework of this thesis is 
summarised in Figure 2.2 below. 
 
 
 
 
 
 
  
 
2.4 The Communication Competence Model (CCM) 
2.4.1 An Overview 
The term Communicative Competence was coined in 1972 by Dell Hymes, a distinguished 
socio-linguist. He hypothesised that communicative competence is a combination of the 
Communication 
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Cognitive 
Communication 
Motivation 
Speaking 
Writing 
Listening 
Reading 
English Literacy in 
Employability 
Figure 2. 2 Theoretical Framework 
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knowledge of communication and the ability to communicate. Social rules and norms are also 
incorporated into the communicative competence framework. He stressed that competent 
communicators need to learn to adapt to the communication rules in the society to which they 
belong so that they are able to communicate effectively and appropriately. 
7R EXLOG RQ +\PHV¶ ILQGLQJV :LHPDQQ DQG %DFNOXQG  VXJJHVWHG WKDW FRPPXQLFDWLYH
FRPSHWHQFH LV D FRPELQDWLRQ RI µNQRZLQJ ZKDW WR VD\ DQG NQRZLQJ KRZ WR VD\ LW
FRPPXQLFDWH¶ (p.89). In addition, Spitzberg and Cupach (1984, 1987) added another valuable 
element of communicative competence, which was motivation to communicate. They declared 
that communicative competence, should have three important components, namely: cognitive 
knowledge (i.e. subject knowledge and knowledge of to communicate), communication skills 
(i.e. how to communicate effectively) and motivation to communicate (i.e. desire to engage in 
FRPPXQLFDWLRQ6SLW]EHUJDQG&XSDFK¶VPRGHORIFRPPXQLFDWLYHFRPSHWHQFHDVLOOXVWUDWHGLQ
)LJXUHLVDOVRDUHVSRQVHWR0F&URVNH\¶VHDUOLer definition of competence as knowledge of 
appropriate behaviour, distinct from skill and effectiveness.  
  
 
 
 
 
 
 
 
 
 
Spitzberg defines communication competence as the extent to which persons achieve desired 
outcomes through communication acceptable to a situation (2000, p. 9). Morealle, Spitzberg and 
Barge (2007) add that communicative competence is measured by how effective and appropriate 
a person is in a given context. They emphasise that achieving competent communication requires 
Figure 2. 3 The Communicative Competence Model (Spitzberg and Cupach, 1984) 
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the interplay of two or more communicators using their motivation, knowledge and skills in a 
given context to create impressions of their appropriateness and effectiveness (Morealle, 
Spitzberg and Barge, 2007, pp, 44). Appropriateness and effectiveness are more likely to occur 
when a person is motivated to communicate, is knowledgeable about communication, and is 
skilled in communicating in a particular interpersonal relationship and context (Duran & 
Spitzberg, 1995).  
Communicative competence is a construct that represents the extent to which something desired 
is accomplished through communication in a manner that fits the situation (Morreale et al., 
&RPSHWHQFH LVGHILQHGDV WKHSHUFHLYHGHIIHFWLYHQHVVDQGDSSURSULDWHQHVVRIDSHUVRQ¶V
communication, in this case professional communication in a workplace context. People must 
display competence in order to achieve interpersonal objectives, such as disseminating 
information, gaining compliance, or mediating conflict (Spitzberg & Cupach, 1984). In the 
context of communicating efficiently in the workplace, employees must behave in a way that is 
perceived as competent by their clients, superiors and colleagues in order to be successfully 
productive and efficient. 
In relating communicative and workplace competency, UN Secretary-General Kofi Annan has 
defined competencies as the combination of skills, attributes, and behaviours that are directly 
related to successful performance on the job (Rodríguez-Ulloa, 2008). Competency represents 
observable and measurable knowledge, skill, ability, behaviours and attitudes associated with 
excellent job performance, work results or outputs, that define performance in terms of what 
work is done and how it is done. In the educational arena, competencies are forward-looking; 
help to clarify expectations; define future professional needs; and focus on the development of 
curricula, course design, and performance assessment for professional and technical 
programmes. Effective communication suggests that people are able to achieve desired personal 
outcomes and are able to control and manipulate their social environment to obtain their goals. 
Competent communicators are able to identify their goals, assess the resources necessary to 
obtain those goals, accurately predict the other cRPPXQLFDWRU¶V UHVSRQVHV FKRRVH ZRUNDEOH
communication strategies, enact those communication strategies and finally accurately assess the 
results of the interaction. Being competent communicators should clearly be the aim of every 
+(,¶VVWXGHQWVLQ0DOD\VLa upon graduation.  
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In order for graduates to communicate competently at the workplace, there are three basic 
requirements they must meet. Firstly, they have to be motivated to communicate. Secondly, they 
have to be knowledgeable about the situation and content in which they are communicating and 
the kind of communication expected and needed in a certain situations at the workplace. Thirdly, 
they must be skilled at sending and receiving messages in the workplace context. These three 
requirements or dimensions of competence ± motivation, knowledge and skills ± are used in this 
research as the foundation of the Professional Communication Skills of Malaysian graduates.  
 
 
 
 
 
 
 
 
 
 
 
It should be stated that the component model of competence is not a theory about 
communication, but rather a model that sets the framework for what makes someone a competent 
communicator, and this was the reason why this model was chosen for this study. The model has 
been used as the basis for many other models of competence because of its breadth %XEDãHWDO
2VFKHOO:áRV]F]DN-Szubzda & Jarosz, 2012). Using the three key components of 
&&0DVDEDVLVRIWKHVWXG\¶VIUDPHZRUNRQHVKRXOGEHDEOHWRDVVHVVDQGDQDO\VHpractically 
the communicative competence of graduates, aspects lacking and points that should be improved 
in the academic and workplace context. In addition, the three key components bear a direct 
UHVHPEODQFHWR%ORRP¶V7D[RQRP\RI/HDUQLQJZKHUH6SLW]EHUg (2012) describes competence 
as constituted of motivation (affect), knowledge (cognition), and skills (psychomotor abilities). 
Self 
Motivation Knowledge 
Skills 
Other 
Motivation Knowledge 
Skills 
Communication Context 
Figure 2. 4 Basic components of the Communication Competence Model (Morreale, Spitzberg 
and Barge, 2007) 
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Therefore, the advantage of adopting this framework as the basis of the EOP course syllabus is 
that the CCM is already intended to ascertain the extent to which the model of communicative 
competency can be a strong basis in implementing curricular operationalisations. 
2.4.2 Knowledge (cognition) 
µKnowledge in communication guides us about what to say and do and tells us 
the procedures by which we can do it.¶ 
(Morreale, Spitzberg and Barge, 2007, p. 37) 
As Morreale et.al (2007) explain, knowledge in the context of communication constitutes the 
what and the how of communication, known as content and procedural knowledge.  Content 
knowledge is what we know about communication: how to form words while speaking or 
writing, how to gesture, use vocal control and employ physical proximity. It is an awareness of 
what behaviour is best suited for a given situation. This involves information about the people 
and context, the communication rules and the normative expectations governing the interaction 
with a member of the other culture (Morreale et. al, 2001). In this research, graduates are 
expected not only to communicate in a professional manner at the workplace, but also they must 
have ample information about the subject matter :áRV]F]DN-Szubzda & Jarosz, 2012). 
Therefore, the use of specific jargon and suitable discourse competence is also essential for 
workplace communication. Having ample subject content knowledge will help to contribute to 
on-going improvement and expansion of knowledge for the betterment of workplace operations.  
Successively, procedural knowledge comes into play during a communication situation. When 
graduates use the correct language and gestures, maintain proper volume and pitch of voice, and 
remain conscious of appropriate physical distance, they display proper procedural knowledge of 
how to communicate in that situation. The subcomponents of knowledge of communication 
which will be used in the research are as follows:  
Knowledge of thinking critically  
Critical thinking is the ability to analyse, hypothesise, synthesise and criticise (Morreale, 
Spitzberg and Barge, 2007, p. 440). Analysing communication means being able to break it 
down into its surface meanings and underlying essence (Morreale, Spitzberg and Barge, 2007). 
Hypothesising is the ability to draw messages out of implications and engage them in what-if 
44 
 
scenarios. Synthesising is the ability to reassemble communication messages into a coherent 
whole after they have been analysed. Finally, criticising is the ability to apply standards to 
evaluate a message to determine its value (Morreale, Spitzberg and Barge, 2007). Having this 
knowledge of critical thinking contributes to constructive criticism, as well as resolves arising 
matters at the workplace.  
Sociocultural competence 
,Q OLQH ZLWK +\PHV¶V EHOLHI DERXW WKH DSSURSULDWHQHVV RI ODQJXDJH XVHG LQ D YDULHW\ RI VRFLDO
situations, sociolinguistic competence in this model includes knowledge of rules and conventions 
which underlie appropriate comprehension and language use in different cultural contexts 
(Hymes in Bagari & Mihaljevi, 2007). This subcomponent of knowledge is essential especially 
in the Malaysian context since the Malaysian context, consists of several different ethnic groups, 
and hence, graduates need to understand and use English language functions appropriately in a 
given intercultural context. In essence, Celce-Murcia et al. (1995) define sociocultural 
FRPSHWHQFH DV WKH VSHDNHU¶V NQRZOHGJH RI KRZ WR H[SUHVV DSSURSULDWH PHVVDJHV ZLWKLQ WKH
social and cultural context of communication in which they are produced. Having sociocultural 
competence at the workplace can contribute to harmonious relations between superiors, 
subordinates, colleagues and clients. 
Task Skill 
Morreale, Spitzberg and Barge define task skill based on ideas contained in the reflective 
thinking model, the functionalist approach and vigilant interactions (2007, p. 226). The five 
central task skills are 1) defining the problem, 2) analysing the problem, 3) identifying criteria 
for solving the problem, 4) generating solutions or alternatives, and 5) evaluating solutions 
(ibid). Applying these steps during communication, especially in groups at the workplace, can 
facilitate a well-rounded analysis; it can contribute to productive long-term and short-term 
strategic planning and effective execution of workplace tasks.  
2.4.3 Communication Skills 
µ&RPPXQLFDWLRQ - the human connection - is the key to personal and career 
VXFFHVV¶ 
(Meyer, 2006, p.86) 
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Communication Skill is the actual performance of the behaviours and having the ability to apply 
effective and appropriate behaviour in the given communication context. For Spitzberg (2000), 
skills are repeatable behaviours that are usually goal driven and intentional (e.g. set off by 
motivation factors) and that facilitate the utilisation of diverse types of knowledge for the 
achievement of goals. Morreale (2008) adds that deliberateness and repeatability are important 
characteristics of the skill; for an action or behaviour to be considered a skill, it must be 
performed with intent, and the communicator must be able to duplicate the action. Based on the 
three factors above (deliberate, repeatable and goal-oriented), Spitzberg (1983) then defines 
skills in communicative competence as the use of verbal and/or nonverbal behaviour to 
accomplish preferred outcomes in a way that is appropriate to the context, situation, and the 
communicators. The subcomponents of the skills in the Communication Competence Model are 
described below. 
Interpersonal Communication 
There are many definitions of interpersonal communication. In this research, interpersonal 
communication is defined as a complex process that involves a sender and a receiver who 
exchange messages containing ideas and feelings, mixed together, and which also includes social 
skills and emotional intelligence, both of which can be improved through effort and experience 
(Dufrene & Lehman, 2012). Within the context of interpersonal communication, Morreale, 
Spitzberg and Barge (2007) further explain it by adding four subcomponents to it: attentiveness, 
composure, coordination and expressiveness.  
Attentiveness is the skill of showing interest in, concern for, and attention to another person in an 
interaction (Morreale, Spitzberg and Barge, p. 189). Composure is the skill of appearing in 
FRQWURORIRQH¶VFRPPXQLFDWLRQEHKDYLRXUDQGWKHPRVWFRPPRQFKDOOHQJHIDFHGE\HQWU\-level 
employees is communication anxiety. As an employer, a composed employee is always viewed 
as competent, confident, focussed and attentive. Coordination is the skill of managing the flow of 
interaction (Morreale, Spitzberg and Barge, p. 193). It is important to have this skill at the 
workplace since it demonstrates the ability to have smooth conversations without many 
interruptions or long silences during the conversation. Expressiveness is the skill of animating 
verbal and nonverbal communication which makes conversation lively, varied and colourful 
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(Morreale, Spitzberg and Barge, p.196). Expressiveness plays an important role at the workplace 
since the skills of using voice and facial expressions  have a great influence on whether the 
employer and colleagues find someone interesting or uninspiring. These four basic 
subcomponents of interpersonal skills are further explained in Figure 2.3.  
Presentation Skill 
The meaning of competent presenter in this study is being credible, clear, vivid, appropriate and 
having vocal variety during presentation. Speaker credibility is the impression the audience 
forms of a speaker in a given speaking context at a given time (Morreale, Spitzberg and Barge, p. 
315). Clarity of language in a presentation is achieved by being sensitive to how the meanings of 
words and phrases vary from one context to another, are concrete and familiar to the audience. 
Vividness of a language, on the other hand, promotes enthusiasm for a speech by using various 
figures of speech and imagery. Appropriate language is when one presents information in a way 
that respects the members of the audience without using biased language or negative 
FRQQRWDWLRQ ,QDGGLWLRQXVLQJYRFDOYDULHW\FDQKHLJKWHQDQGPDLQWDLQDQDXGLHQFH¶VDWWHQWLRQ
and interest in a presentation. The rate, pitch and volume during an employee¶s speech may keep 
WKHOLVWHQHU¶VDWWHQWLRQDQGLPSRUWDQWSRLQWVFDQEHHPSKDVLVHGLQWKHVSHHFK 
 
 
 
 
 
 
 
 
 
 
 Figure 2. 5 Four basic subcomponents of interpersonal skills 
COMPOSURE 
 Vocal confidence (neither tense nor 
nervous) 
 Posture 
 Fidgeting 
 Speaking rate (neither too slow/fast 
 Use eye contact 
 Shaking or nervous twitches 
 Expression of personal opinions 
(neither passive or aggressive) 
 
COORDINATION 
 Initiation of new topics 
 Maintenance of topics and follow-up 
comments 
 ,QWHUUXSWLRQRISDUWQHU¶VVSHDNLQJWXUQV 
 Speaking rate (neither too slow/fast) 
 Use eye contact 
 Initiation of new topics 
 
 
ATTENTIVENESS 
 Asking questions 
 Leaning toward speaker (neither too far 
forward/back). 
 Encourage partner to talk. 
 SSHDNLQJDERXWSDUWQHU¶VLQWHUHVWV 
 6SHDNLQJDERXW VHOI GRQ¶W WDONPXFKDERXW
self/own interest) 
 Nodding head and eye contact. 
 
EXPRESSIVENESS 
x Facial expressions (neither blank or 
exaggerated) 
x Use of gestures to emphasise points. 
x Smiling/Laughing 
x Use humor and/or stories 
x Vocal variety (avoid monotone voice) 
x Volume (neither too soft nor too loud) 
x Articulation (clear) 
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2.4.4  Motivation 
The term µmotivation¶ has its origins in the Latin word movere, which means movement (Steers, 
Mowday & Shapiro, 2004). In general, motivation can be described as something intangible, a 
trigger or drive inside a person that stimulates that person to specific actions or to certain 
behaviours. This indicates a constant movement, thus motivation is always directed towards 
something or away from something. Employees continually seek or/and are encouraged to 
become better and faster. This implies that there is no final goal in motivation, making it a 
moving target that is never reached (Bernotaite, 2013). This might be good for the productivity at 
a workplace, but in a long-term perspective, it can be difficult to motivate employees as their 
GHPDQGVIRUµUHZDUGPRWLYDWLRQ¶FRQWLQXRXVO\JURZ 
Motivation is a complex and multifaceted subject and there are many definitions present that 
reflect different aspects of it. Furthermore, there are a number of different philosophical 
orientations regarding the nature of human beings and this contributes to further variance in 
perception and definition of motivation. Despite the discrepancy in the definition of motivation 
there are some common elements which are generally shared by all definitions of motivation. 
The common traits of motivation across theory are concerned with: (1) reasons/situations that 
energize human behaviour, (2) channels of such behaviour and maintenance and (3) 
sustainability of this behaviour over time (Steers, et al., 2004). 
Most employers today would like to have their employees motivated and ready to work (Bessell 
et al., 2012), and work is performed by people, and for each of those individual people there is a 
complex interaction of reasons for them to do the work, to do it in particular ways, to particular 
standards and with particular levels of energy and enthusiasm. This complex interaction is often 
summed up in one word: motivation (Latham and Pinder, 2012). The aim of any organisation is 
to have motivated employees, because such employees work hard, and their diligence is focused 
on important goals (Urdizkova, 2009). Entry level employees are expected to KDYH µYROXQWDU\ 
motivated EHKDYLRXU¶ /DZOHU  VLQFH WKLV LV FUXFLDO LQ GHWHUPLQLQJ WKH HIIHFWLYHQHVV RI
organisations. Other factors also have a bearing, as stated by Robertson, Smith and Cooper 
(1992): 
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Consideration of questions such as; why do people go to work, why do 
people work hard, clearly shows that effort and performance at work 
are determined by ability, temperament and motivation. Despite the 
often complex interactions between these factors it is possible to 
develop theories and practical guidelines that focus specifically on 
motivation without losing sight of the influence of other factors. 
(p.97). 
Motivation has many different definitions, hence it is important to focus on those that are related 
to the workplace. For the purpose of this study, the different theories of motivation and how they 
are relevant to the workplace will be examined. Theories related to the newest generation in the 
workforce, generation Y, will be investigated since the entry level employees for the workforce 
nowadays will come this generation.  
Generations 
Generation Y is the newest generation to enter the workforce, was born between the years 1980 
and 2000 (Baldonado, 2013 2WKHU WHUPV DVVRFLDWHG ZLWK *HQHUDWLRQ < DUH µ0LOOHQQLDOV¶ DQG
µ*HQHUDWLRQ 1H[W¶ 9RONHUW  Baldonado, 2013). This generation was raised by the Baby 
Boomers who sought to provide them with numerous opportunities to explore the world, and 
their parents engaged them with decision making situations from a young age (AIF, 2014). 
Research by Baldonado (2013) shows that Generation Y is the most diverse generation which 
consists of a range of racial and ethnic cultural lines which are blurred instead of being clearly 
defined. The research reveals that the diversity RI *HQHUDWLRQ <¶V IULHQGV SURYLGHV WKHP ZLWK
exposure to different kind of ideas. Combined with the parents who are always engaged with 
them, and a good exposure of diverse sets of friends, this generation is primed to think outside of 
the box and able to tap into divergent ideas. Moreover, Generation Y is constantly wired 
lifestyles means that they have easy access to information. Asian Institute of Finance (2014) 
reveals that this generation sees technology as a way of life, instead of as a tool or toy; and they 
accept technology as being an integral part of every aspect of their lives. It is also discovered that 
Generation Y is more concerned with high monetary returns (Campbell and Twenge, 2008) and 
they do not prefer face-to-face socialising since they prefer to use a  variety of social networking 
sites as main source of communication (Lyons, 2011). Due to Generation Y growing up in a 
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technological era, this affects their social interactions with others and contributes to their low 
organizational commitment (Lyons, 2011).  
Additionally, the young employees are a distinctive group from older, more established 
employees on a number of characteristics. They have different values, norms, beliefs, 
perceptions of the world and priorities as they are at a different stage in their lives. The research 
conducted by Freund (2006) confirms that age and motivation are interrelated. More specifically, 
the research shows that age has an impact on a person¶s work motivation and their priorities of 
various motivational factors change with the HPSOR\HH¶V DJHThis may have implications for 
their relatedness in the workplace. /RRNLQJDW*HQHUDWLRQ<¶VEDFNJURXQGLWLVLPSRUWDQWWRORRN
at the different types of motivation which affect their relatedness in the workplace.   
Motivation Theory 
As the major focus of this research is looking at the young employee in the service industry, the 
two most known and influential theories in this category are 0DVORZ¶V+LHUDUFK\RINeeds and 
+HU]EHUJ¶V 7ZR )DFWRU Theory. According to Maslow¶V QHHG KLHUDUFK\ WKHRU\, there are five 
levels of human needs that can be arranged in hierarchical order: physiological, safety, 
belongingness, esteem and self-actualization (Maslow, 1943). An individual starts at the bottom of 
the hierarchy with some basic needs and as soon as the need(s) on that level are satisfied, they 
stop serving as a motivator. Instead, the individual directs motivation towards the satisfaction of 
WKHQH[WOHYHO¶VQHHGV7KLVWKHRU\LVLQWHUHVWLQJLQUHODWLRQWRWKHUHVHDUFK, since it would allow 
determining what type of needs drive young employee motivation in the service sector. However 
since the theory does not include any specific motivational factors, its applicability to the thesis 
is limited. 
A second theory in this category is the Two Factor Theory. According to Herzberg, Mausner and 
Snyderman (1993), there are two distinctive set of factors influencing employees¶ job attitude 
and motivation, namely intrinsic (motivators) and extrinsic (hygiene) factors. Motivators are 
responsible for employee satisfaction, where hygiene factors are associated with job 
dissatisfaction. The theory also points out a dual relationship between the motivators and hygiene 
factors. the Two Factor Theory is consider to be very relevant for the research, since it provides a 
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set of predetermined motivational factors that can be employed in order to identify and asses 
importance of motivational factors among young employees in the service sector. 
According to Latham & Pinder (2005), work motivation is a set of energetic forces that originate 
both within as well as beyond an individual's being, to initiate work-related behavior and to 
determine its form, direction, intensity, and duration. Psychologically, motivation is a process 
that results from the interaction between the environment and the individual. It is believed that 
workers have two fundamentally different orientations towards work. Some perceive work as a 
means to an end, and are therefore said to be extrinsically motivated. Others are said to be 
intrinsically motivated and satisfy their need for achievement and self actualization through their 
work (Thomas, Buboltz & Winkelspetch, 2004). 
Additionally, an investigation into motivations for employee engagement shows that Generation 
Y employees desire greater meaning and personal development of their work (Dulagil, 2012) and 
engaged employees are both cognitively and emotionally connected to their work and their 
workplace (Bruinsma, 2004). It is also discovered that the need for autonomy is important for 
these entry level employees since they will feel as part of a team but still free to express their 
personal concerns and joys to others (Dulagil, 2012). Hence, it can be presumed that an entry 
OHYHO HPSOR\HH¶V ZRUN HQJDJHPHQW LV FORVHO\ UHODWHG WR PRWivation since Harter et. al. (1992) 
describe work engagement as µWKH LQGLYLGXDO¶V LQYROYHPHQW DQG VDWLVIDFWLRQ ZLWK DV ZHOO DV
enthusiasm for work¶S. 
Meyer and Gagné (2008) propose that Self-Determination Theory (SDT) provides a unifying 
theory to underpin the concept of employee engagement and to explain some seemingly similar 
findings in relation to employee engagement. 
Self-Determination Theory  
Self-Determination Theory (SDT) (Deci and Ryan, 1985) proposes two over-arching forms of 
motivation. Intrinsic motivation refers to doing an activity for its own sake out of enjoyment and 
interest, while extrinsic motivation refers to doing an activity for instrumental reasons (Meyer 
and Gagné, 2008). SDT comprises of three main components within which are autonomy, 
competence and relatedness. The need for autonomy is defined as an inherent desire to act with a 
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sense of choice and volition, from personal interest, and to feel psychologically free (Deci and 
Ryan, 2000, Ryan and Deci, 2011, Ryan and Deci, 2002). The need for competence refers to 
PDVWHULQJ RQH¶V HQYLURQPHQW IHHOLQJ HIIHFWLYH LQ RQJRLQJ LQWHUDFWLRQV ZLWK WKH VRFLDO
HQYLURQPHQW DQG H[SHULHQFLQJ RSSRUWXQLWLHV WR XVH DQG H[SUHVV RQH¶V XQLTXH FDSDFLWLHV 5\DQ
and Deci, 2002, Deci and Ryan, 2000). Finally, the need for relatedness refers to feeling 
connected with others and having a sense of belonging at both the individual and the community 
level (Ryan and Deci, 2002). Need for relatedness is satisfied if people maintain close and 
intimate relationships, feel part of a team and feel free to express their personal concerns and 
joys (Van den Broeck et al., 2008). 
Urdizkova (2009) advocates that having to achieve a high quality of these components is 
important since it can immediately reflect in the perforPDQFHRIWKHHPSOR\HH5\DQDQG'HFL¶V
(2011) observation that by using appropriate incentives at the workplace, employees who have 
high quality of SDT are seen to complete harder tasks with better quality as compared to those 
who are not motivated. Relatedness in the workplace facilitates productive relationships among 
employees and embodies teamwork, which is an important goal of any management team, 
including the stakeholders in Malaysia. This shows that motivation plays an important role for 
stakeholders to choose their future employees since it can have a large effect on the overall 
productivity and efficiency of an organisation. As Urdizkova (2009) points out. a motivated 
workforce is the most valuable resource of organisations.  
Intrinsic and extrinsic motivation 
Research by psychologists Ryan and Deci (1994) on Self-Determination Theory indicates that 
intrinsic motivation, which means doing something because it is inherently interesting or 
enjoyable, will contribute to higher quality productivity. It flourishes in contexts that satisfy 
human needs for competence, autonomy, and relatedness (Ryan and Deci, 1994). For a 
workplace setting, it can be predicted that entry level employees will experience competence 
when challenged and given prompt feedback. They will also experience autonomy when they 
feel supported to explore, take initiative, develop and implement solutions for their problems. 
This is agreeable with the research done by Urdizkova (2009), in which students experience 
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relatedness when they perceive others listening and responding to them. When these three needs 
are met, students are more intrinsically motivated and actively engaged in their learning. 
 
Numerous studies have found that students who are more involved in setting educational and 
workplace goals are more likely to reach their goals. Deci and Ryan (2002) discover that when 
students perceive that the primary focus of learning is to obtain external rewards, such as a grade 
on an exam, they often perform more poorly, think of themselves as less competent, and report 
greater anxiety than when they believe that exams are simply a way for them to monitor their 
own learning. They concluded that such rewards tend to have a substantially negative effect on 
intrinsic motivation by undermining people in taking responsibility for motivating or regulating 
themselves. 
Due to a number of positive organizational outcomes, work motivation is continually perceived 
as an important and relevant subject among academics and practitioners. What makes the subject 
especially relevant today is the dominance of the service sector, which is characterised by a high 
level of young labour force participants. Gagne and Deci (2005) discovered that SDT influences 
\RXQJDGXOWV¶VXFFHVVZKHQWKH\DUHHQJDJHGLQLQGHSHQGHQWand purpose-driven behaviour. This 
is because it is aligned with their values, skills and knowledge (Konrad et. al., 2007). In a similar 
study, Bernotaite (2013) discovered important evidence for employers whereby Gen Y 
HPSOR\HHV¶PRWLYDWLRQVGLPLQLVKHGZKen deadlines, surveillance and evaluations occurred. On 
the other hand, Bernotaite (2013) also found out from human resource managers that choices, 
rewards and autonomy could increase motivation.   
Within this research, the purpose of the interview is to gain a management perspective on the 
matters of motivating young employees and what, in their perception, drives their motivation. 
The significance of the management perspective in this study is rooted in the ability to approach 
the phenomenon from a different angle and thereby to gain an in-depth understanding of it.  
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2.5 English literacy in employability  
2.5.1 ǯ 
A search of the literature has established that a very limited study has been carried out on 
English language communication practices and competencies for employability in English in the 
second language context. Additionally, looking at the Malaysian context, research and practical 
solutions on improving communication practices at the worNSODFHIRUXQGHUJUDGXDWHV¶FRXUVHVLQ
HEI is still lacking. In general, most studies in developed countries have deliberately dealt with 
the language, literacy and numeracy needs of the labour force among immigrants or non- native 
speakers, for example in Canada (Bell, 2000; Duff et al., 2002) Australia (Millar v, 2001) and the 
United States (Hacker & Yankwitt, 1997). The findings of the above studies appeal for an 
increase in contextualized, interpretive and critical qualitative studies to examine the 
experiences, barriers and outcomes associated with language and literacy education.  
On the other hand, in the United Kingdom primarily, existing studies in the form of empirical 
work on employability gave more emphasis on the impact of government policy, organisational 
strategies, mid-career workers, wider society and educationalists (Bowers-Brown & Harvey, 
2004; Forrier & Sels, 2003; Hillage & Pollard, 1998; Yorke, 2006). Carnevale, Gainer, & Villet 
VWDWHGWKDWµHPSOR\HUVGHSHQGRQHGXFDWRUVWRSURYLGH job-ready and training-ready entry-
OHYHO HPSOR\HHV¶ S  7HLFKOHU  FRQFOXGHG WKDW +(,V VKRXOG VHUYH WKUHH IXQFWLRQV
when preparing students: the educational function ± the cognitive and intellectual capabilities 
needed to conceive broad knowledge; the training function ± the competencies needed to assist 
students in specific, specialized work; and the socialization function ± WKH µYDOXHV DWWLWXGHV
social behaviour and the communication skills relevant for action in socio-communicative 
contexts¶S 
In Malaysia, the quality of education in this country is questioned, in view of the fact that a 
sizeable number of local graduates remain unemployed (Sirat, et al., 2008). In addition, the 
changing demands of higher education as a consequence of globalisation have prompted 
considerable research surrounding the unemployment issues as its central focus (Ministry of 
Higher Education, 2006; Wok et al., 2007). Many requests and views have been clarified 
suggesting the need to bridge the gap or mismatch between the available supply of manpower 
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and the expectations of the potential employers (Abdul Kareem & Othman, 2007; Habib, 2007; 
Yunus, 2007). The fact that English language determines employability has often been confirmed 
and discussed in these studies. Sirat et al. (2008) and Hyland & Hamp-Lyons (2002) highlighted 
in their studies that ensuring graduates can function in English in the workplace is a major issue 
in Malaysia and many developing countries. They distinctively stressed that graduates have poor 
mastery of English, especially in the area of communication. This becomes a major factor 
contributing to unemployment of graduates in addition to low academic achievement and the 
lack of technical knowledge. It is agreed that graduates from Malaysian universities have been 
stereotyped as lacking in communication skills and proficiency in English language in most 
studies. 
One prominent study on unemployment problems among graduates from Malaysian HEIs was 
conducted by Sirat et al. in 2008. Using survey instrument and focus group interview techniques, 
they identified the reasons why Malaysian graduates are not successful in getting employed. An 
important finding of this study suggests that the approach in the teaching programme needs to 
integrate the communication and English literacy skills of the 21st century.  They agree that a 
framework or module on communication skills in English must be designed to assist and train 
lecturers to design the syllabus and teaching methods (Sirat et al., 2008). The framework 
designed must be accompanied with a series of training modules to facilitate lecturers in 
integrating the content and workplace English literacy within their teaching and assessment.  
Subsequently, Ambigapathy and Aniswal (2005) conducted a study of µWKH 8QLYHUVLW\
&XUULFXOXP (YDOXDWLRQ RI WKH *UDGXDWHV¶ 3UHSDUDWLRQ IRU WKH -RE 0DUNHW¶ LQYROYLQJ 
employers. The findings indicate that most employers require communication skills among 
graduates, as they are deemed very important from the moment they start work. The findings 
DOVR EULQJ WR OLJKW WKH HPSOR\HUV¶ RYHUDOO FRQFHUQ RYHU ORFDO JUDGXDWHV¶ ORZ FRPSHWHQF\ LQ
English, as they need more graduates with high written and oral competency in English. 
However, given the fact that Bahasa Malaysia is used as the medium of instruction in many of 
the HEIs, it does not come as a surprise to know a high percentage of students chose Bahasa 
Malaysia as their chosen language for formal and informal oral and written communication, as 
discovered by Juhdi et al. (2+HQFHLQRUGHUWRLQWHQVLI\WKHJUDGXDWHV¶(QJOLVKOLWHUDF\IRU
employability, the use of English in teaching in HEIs must be made compulsory whereby 
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lecturers should act as models to their students and expose to them current practices at the 
workplace (Sirat et al., 2008). In addition, Sirat et al. (2008) highlight that the HEIs need to 
know the skills currently required by the industry, and take them into account in revising the 
curriculum. They suggested that meetings and discussions between HEIs and industry must be 
conducted meticulously and more frequently so that exchange of ideas and productive 
FRRSHUDWLRQFDQDLGWKHGHYHORSPHQWRIJUDGXDWHV¶VNLOOVSDUWLFXODUO\LQ(QJOLVKOLWHUDF\IRU the 
workplace. In agreeing with that notion, Fuhrmann and Grasha (1983) inferred from the findings 
of their research that HEIs could better meet the needs of their students by adjusting how and 
what they teach. Therefore, policy makers of HEIs must assess the curriculum and evaluate its 
purpose in helping students attain employment. Shivpuri and Kim (2004) suggested that higher 
education should listen to the needs of its stakeholders in industry:  
Although employment of their graduates is not the only goal of colleges, it is 
still important for college administrators and employers to strive for open 
channels of communication and continuous dialogue in order to recognize, 
discuss, and resolve these outstanding discrepancies and more effectively 
serve their common link: the students. 
(p.44). 
 
Succeeding previous studies, the Malaysian National Higher Education Research Institute 
(IPPTN, 2010) carried out another research to University curriculum and employability needs. 
Drawing data from focus group interviews and questionnaires, this study provides a constructive 
information base from which to understand the issue from the viewpoints of the members in 
industries, academics and graduates, in relation to the current University curriculum. The 
findings disclose that while the industrial sector prioritises English language competency, most 
local graduates are found lacking in confidence to converse effectively in the language despite 
their excellent academic achievements. Correspondingly, the academics call attention to the 
mastery of English as an important requirement to help students understand lectures and to 
develop literacy in the workplace after graduation. This study denotes that there is an urgent need 
to integrate 21st Century literacy skills across all university curricula and the fields of study. In 
addition, it is recommended that learning and teaching should be conducted entirely in English at 
all public universities. 
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2.5.2  Workplace literacy: The voice of employers from Malaysian 
private sectors 
To develop understanding of the predominant role of the English language in the occupational 
GRPDLQVLWZDVQHFHVVDU\WRGHOYHLQWRWKHHPSOR\HUV¶H[SHFWDWLRQVZLWKUHJDUGVWRWKHSUHFLVLRQ
of language use. According to Kubler and Forbes (2004), one of the important attributes for 
VWXGHQW¶V HPSOR\DELOLW\ LV ODQJXDJH proficiency in English and other languages. This refers to 
abilities in use of the language, the ability to apply the language in appropriate contexts, 
including the ability to present sustained and persuasive written and oral arguments cogently and 
coherently with sensitivity to cultural conventions and intended audience at the workplace. It 
should be highlighted that the language proficiency of graduates is viewed in terms of functional 
English for workplace environments, which is dissimilar from academic environments. With 
globalisation, knowledge creation is primarily privileged through English as a lingua franca 
beyond the native speaker local environment (Koo et al., 2007). Hence, universities need to 
consider the English language as functional lingua franca within the HEIs environment in order 
to supply considerable practise for the graduates to be successful after graduation. In order to do 
so, the specific literacy practices for workplace should be specified.  
The review of literature indicates a scant body of research on literacy practices in Malaysian 
workplaces. One such study which investigated the role all four basic language skills (writing, 
reading, speaking and listening) at the workplace as perceived by employers was by Kassim and 
Ali (2010). They discovered that the productive skills (speaking and writing) are obligatory upon 
graduation for engineers from the Malaysian HEIs. However, this finding does not indicate the 
insignificance of receptive skills (listening and reading) that more focus and stress should be 
given to the teaching and learning of productive skills in HEI classrooms. A similar result was 
attained from most employment surveys, whereby more emphasis should be given to speaking 
and writing skills (MEF, 2004; Ungku Harun, 2004). 
A review of literature has discovered that there have been various studies conducted in Malaysia 
GHDOLQJ ZLWK HPSOR\HUV¶ expectations of potential employees given the need to communicate 
intelligibly. The focus has moved from studying the exploitation of English in social and 
informal workplace contexts to the use of English in formal situations in the workplace (Gill, 
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2002). In the survey done by Ainol Madziah et, al. (2011), they discovered that the respondents, 
who are 295 employers from fourteen industry sectors in Malaysia, agreed with the high 
importance of reading, writing, listening and speaking skills in English. In addition, Ainol 
Madziah et. al. (2011) also discovered that companies emphasised productive language skills 
(i.e. speaking and writing) in the recruitment process since those skills are important to indicate 
critical thinking and problem solving abilities of potential employees.  The emphasis on 
productive skills is also supported by the finding of the survey whereby all respondents evaluated 
the English competency of graduates during the recruitment process based on essay writing, 
face-to-face interviews, written and spoken prompts or given tasks, impromptu speeches, oral 
presentations, and debates (Ainol Madziah et al., 2011). Koo et al. (2007) had also a similar 
outcome from their studies, whereby in their quantitative research, the majority of the employers 
agree that linguistic proficiency is very important to an organisation, especially oral and written 
communication. The respondents, who were 76 employers from different private sectors in 
Malaysia, felt that the public universities had not been successful in GHYHORSLQJ WKHJUDGXDWHV¶
productive skills, and some of the companies had to re-train the graduates in these aspects. The 
employers believed that public universities should train the graduates to be well prepared in oral 
and written communication upon graduation (Koo et al., 2007). 
Yaacob et al. (2005) interviewed four executives from Malaysian international and government 
link companies (GLC) to identify the proficiency and competencies of English which were 
highly valued in these corporations. Apart from rating high competencies in English as the main 
criteria anticipated from job applicants, they highlighted that the ability to speak and write in 
English effectively is the most important skill valued by the employers in this study. This is 
because English is widely used in these corporations for different purposes in communication, 
interaction and business transactions.  
Similarly, Wahi (2012) required 13 Human Resource managers from different corporations to 
rank the importance of the four English language skills (reading, writing, speaking and listening) 
via in-depth interviews. One of the main findings of this study was that employers stressed that 
communicative competence is the most crucial ability demanded of prospective employees given 
the central exploitation of English in the workplace daily practices. This was highlighted in the 
ILQGLQJVZLWKUHJDUGVWRWKHHPSOR\HUV¶UDQNLQJRIVSHDNLQJDELOLWLHVDVWKHPRVWLPSRUWDQWVNLOOV
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valued at the workplace ahead of listening, reading and writing. The overall findings show that 
all four language skills are considered important or very important skills required by the 
prospective employers. 
Of particular interest to the present study are the elements of English language competencies for 
workplace adapted in Wahi (2012) from Abdul Razak et al. (2007), based on the data gathered 
from the survey and interviews with the employers. The workplace literacy competencies are 
summarised as follows: 
x Speaking skills ± consist of the ability to speak in social situation like formal dinners, 
communicating with foreign partners, working together with foreign counterparts, 
negotiating business matters, giving presentations and reporting.  
x Listening skills ± encompass understanding meetings and negotiations, receiving 
instructions and orders and understanding information from various media. 
x Reading skills ± include reading reports, agreements, minutes of meetings, formal letters, 
emails and instructions. 
x Writing skills ± comprise writing proposals, reports, the content of website or Internet. 
Another study related to the English language needs analysis in terms the four skills and 
grammar in the workplace is the one conducted by Talif and Noor (2009). This study involved 
86 final year students from various disciplines in four public universities in Malaysia, who were 
interviewed upon completing their industrial training to investigate whether they were 
adequately prepared by their respective universities to use English in their working environment 
during industrial training. Of particular relevance to the current study are the findings on 
VWXGHQWV¶IHHGEDFNUHJDUGLQJWKHWHDFKLQJDQGOHDUQLQJRIIHUHGE\WKHXQLYHUVLWLHVZLWKUHJDUGWR
English language. While the majority of the students were satisfied with the English language 
courses provided by their universities, they still pointed out the needs for more opportunities and 
activities that permit them to use the workplace language within their academic settings. 
Intriguingly, this study strongly suggests the requirement to develop a context-sensitive model of 
communicative competence which resembles the real world to prepare the university students for 
employment. 
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Given the importance of English in multinational companies, Wahi (2012) asked engineers to 
UDWH WKH LPSRUWDQFH RI HQJLQHHULQJ HPSOR\HHV¶ (QJOLVK FRPPXQLFDWLRQ VNLOOV EDVHG RQ WKUHH
aspects: recruitment, promotion and daily tasks. This highlighted the importance of using 
English in any situation that necessitates communication using the language, be it verbally or in 
writing. It was found that communicating in English was considered slightly more important for 
recruitment and promotion compared to daily tasks. One of the criteria recruiters and employers 
looked for in their candidates and employees was good communication skills in the English 
ODQJXDJH(PSOR\HUV LQ WKHHQJLQHHULQJ LQGXVWU\SHUFHLYHGHQJLQHHUV¶FRPPXQLFDWLRQVNLOOV DV
so important that potential employees were measured on their oral communication skills even 
duriQJ UHFUXLWPHQW 6LPLODUO\ *RK DQG &KDQ¶V  VWXG\ GLVFRYHUHG WKDW (QJOLVK
communication skills are important for both recruitment and promotion. Hence, over a span of 
15 years, the two studies indicated that employers still perceived English communication skills 
as important for both recruitment and promotion. 
0RUHRYHU6SOLWWVWDWHVWKDWRQHRIWKHFKDOOHQJHVLQ(63LVWKHQHHGWRHQKDQFHOHDUQHUV¶
people-related skills as employees face different types of people at all levels in the organization. 
Prompted by this, Wahi (2012) sought to find out which groups of personnel engineers in 
multinational companies most frequently meet and need to communicate in English. The results 
show that generally the most frequent communication in which English needs to be used is with 
colleagues, followed by communication with external correspondents, namely clients and 
suppliers. This finding is in accord with Chang (2004), who states that employers and recruiters 
look for candidates who are able to communicate with colleagues or customers from local and 
abroad. On the other hand, in internal correspondence, engineers tend to use English with their 
superiors more frequently than with their colleagues and subordinates. This indicates the 
importance of ensuring that superiors or upper level management have a good impression of the 
HQJLQHHUV¶ DELOLW\ WR FRPPXQLFDWH LQ (QJOLVK 7KLV VWXG\ GLVFRYHUV WKDW DOPRVW  RI
communication is carried out in English, indicating the importance of communicating in English 
among professional engineers in multinational companies (Wahi, 2012). 
Of specific interest to the present study is the study conducted by Sarudin et al. (2008) involving 
405 final year students from 6 public universities and 117 participants representing the academic 
staff, government official and business leaders. This large-scale project, commissioned by 
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MOHE, was intended to investigate the perceptions of the public and private sectors of the 
English language proficiency of Malaysian university students. In general, the findings 
illustrated that most students were limited users of English, particularly in terms of writing and 
speaking, while they were modest users in listening and reading competencies. One key finding 
is that these students were generally found to be insufficiently proficient in English to be able to 
undertake English medium programmes at the tertiary level because of their poor reading 
comprehension skills, limited writing skills to complete academic writing tasks as well as their 
restricted ability to express ideas orally, to conduct presentations and to participate in group 
discussions. With regard to employment, the findings also revealed that the students were 
inadequately prepared for employment as they lacked the competencies to express their thoughts 
and ideas, to write reports and to present them orally (Sarudin et al., 2008). 
Another important finding also disclosed that most participants mutually agreed that the medium 
RI LQVWUXFWLRQ LQ%0LV WKHPDMRU IDFWRUFRQWULEXWLQJ WR WKHVWXGHQWV¶ shortfall in English. Poor 
proficiency prior to undertaking tertiary studies and their low self-confidence is also another 
major factor of the lack of English language competence. In addition, another worrisome fact 
that concerns the academic staff and business leaders is that the students are not proactive in 
improving their English despite knowing their handicap in the language (Isarji et.al., 2013). For 
this reason, Sarudin et al. (2008) recommended the minimum of MUET Band 2 for university 
enrolment. They also emphasised that English should be made compulsory for science and 
technology disciplines and that more English programmes should be implemented across all 
university curriculum to ensure that future graduates can perform effectively at the workplace 
after graduation. 
2.5.3  Workplace literacy: The voice of the Malaysian government 
Malaysia currently finds itself trapped within a middle-income plateau as reported in the 
National Economic Model report (NEAC, 2010). In order to reach developed country status by 
the year 2020, innovative human capital development is a fundamental and critical factor in 
transforming Malaysia into a high-income country, as designed in the Tenth Malaysia Plan. In 
reaching that goal, the country is experiencing a transformation in tertiary education through the 
implementation of the National Higher Education Strategic Plan (PSPTN) which was launched in 
61 
 
August, 2007. This plan provides an overview on how to enhance institutions of higher learning 
in the country to achieve world class status and at the same time support the national need to 
SURGXFHTXDOLW\DQGNQRZOHGJHDEOHKXPDQFDSLWDOWRPHHWWKHQDWLRQ¶VQHHGV(MOHE, 2007a).   
In addition, MOHE formulated an implementation plan for the development of innovative human 
capital at tertiary and technical education and skills training (TEST) levels which denotes the 
importance of human capital development as a national agenda for preparing the required skilled, 
knowledgeable and innovative human capital in leading the economic growth for Malaysia 
(MOHE, 2009). MOHE Implementation Plan (MOHE-IP) proves that education is considered as 
WKH EHGURFN EHFDXVH LW SUHSDUHV DQG VXSSOLHV WKH ZRUNIRUFH WR GULYH WKH QDWLRQ¶V HFRQRP\ ,Q
brief, the plan aims to nurture, attract and retain local and global talent in the workforce via a 
fully capable innovation ecosystem. It is designed to promote the development of the highest 
standards of skills, knowledge upgrading, competencies, work attitudes and motivation. The plan 
also proposes how WRIDFLOLWDWHWKHWUDQVODWLRQDOSURFHVVIURP³LGHDWR WKH-market-SODFH´ZLWKLQ
tertiary institutions (MOHE, 2009).  
One of the five recommendations of MOHE-IP that relates to this study is to intensify the quality 
of innovative human capital by reviewing, revamping and restructuring/strengthening the 
curriculum at tertiary institutions, particularly HEIs. MOHE-IP also recommended a borderless 
transfer of students without compromising standards, between TEST and HEIs and even to 
industry or vice versa. In doing so, a common standard between all the stakeholders must be 
clarified. Hence, this study will offer a common reference framework on key competencies in 
Professional Communication Skills in English for employers, policy makers, education and 
training providers and learners themselves, to facilitate national reforms and exchange of 
information among the institutions of higher learning and the community. Furthermore, the PCS 
framework will help to support other related policies such as employment and other policies 
affecting youths. By having a common standard, or in the case of this study, a PCS framework, 
agreed and validated by stakeholders, the vision of borderless transfer of students as stated in 
MOHE-IP would not be impossible.  
On top of that, as a repercussion to such huge changes would be to ensure that there is a stronger 
connection between HEIs and teachers and students in schools, both primary and secondary. 
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Students at the tertiary level are the product of the pre, primary and secondary school education. 
For this reason, all levels of education in Malaysia have embarked on a constructive engagement 
WRJHWKHUWRHQKDQFHVWXGHQWV¶HPSOR\DELOLW\VNLOOVWRHQVXUHWKDWWKH\DUHDGHTXDWHO\HTXLSSHGWR
compete in an increasingly global and competitive market. Lecturers and instructors from HEIs 
should be mobilised to instruct, monitor and evaluate the initial human capital development at 
school level (MOHE, 2009). An important fact was stressed by Professor Asma Ismail, the 
Chairperson of MOHE-IP in her foreword of the (2009) blueprint: 
Education is the bedrock for developing an innovation-led economy as it 
can create the requisite human capital, especially if driven by dedicated 
educators driven by a deep passion for their profession. (p vii) 
 
Another essential programme in producing and improving human capital in Malaysia is the 
Economic Transformation Programme13 (ETP) announced by the Prime Minister in 2010. It has 
been claimed that in order to make a transformative impact on an entire National Key Economic 
Areas14 (NKEA), skills and competitiveness of the critical mass of the workforce needs to be 
addressed (Prime Minister's Department of Malaysia, 2011). It is also recognised that English is 
seen as the language of progress and development and having workforces equipped with the 
relevant English skills can give a positive impact in certain major developmental areas 
(Dumaniga et.al, 2012). Therefore, the interventions that will be proposed for implementation 
will address the workforce working post SPM, students in technical and vocational schools, 
tertiary and continuing life-long education (Performance Management and Delivery Unit, 2012). 
In order to do so, the Malaysian Government announced six Strategic Reform Initiatives15 (SRIs) 
                                                 
13
 The Economic Transformation Programme (ETP) was launched by the Malaysian Prime Minister in October, 
2010, with announcement of nine projects. It focuses on key growth engines or National Key Economic Areas 
(NKEAs). It relies heavily on private sector-led growth, describes very specific investments and policy actions and 
has a clear transparent implementation roadmap with strong performance management. 
 
14
 National Key Economic Areas (NKEA) was first announced in June, 2011. The twelve (12) key areas act as 
focused approach to economic growth. They receive prioritised government support, including funding, top talent 
and Prime Ministerial attention. 
 
15
 Strategic Reform Initiatives (SRIs) are the second critical component of the ETP in addition to the 12 NKEAs. 
The ETP was conceptualised with two key thrusts of focus, through the 12 NKEAs and to be delivered by the 6 
SRIs. The six SRIs are Public Finance; Government Role in Business; Human Capital Development; Public Service 
Delivery; Competition, Standards and Liberalisation; and Narrowing Disparity.  
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in July 2011. Among the critical SRIs which relates closely with the research are public service 
delivery and human capital development. 
As mentioned earlier, one of the focuses of SRIs is the public service delivery (PSD). The PSD 
under the SRI programme aims to ensure that the public sector delivers a lean, efficient and 
facilitative government in both business and public related services as well as to create a high 
performing civil service. The Chief Secretary to the Malaysian Government, Tan Sri Mohd Sidek 
Hassan, proclaimed that in order for Malaysia to enhance its global competitiveness, the public 
sector must transform, and excellence in public service can only be achieved when ideas and 
policies are well implemented (Performance Management and Delivery Unit, 2012). He 
emphasised the need to enhance transparency, streamline processes and procedures and ensure 
that all SXEOLFVHUYDQWVHPEUDFHWKHYLVLRQRI³2QH6HUYLFH2QH'HOLYHU\1R:URQJ'RRU´WR
reinvent Malaysia into a market-led, regionally- integrated, entrepreneurial, and innovative 
country (ibid, p 222). One of the initiatives in producing high performing civil servants is to open 
recruitment from both private and public sector for all career level to increase the talent pool, 
unlike the current system where posts are filled through a rank-and-file based promotion 
exercise. Since the Government has recognized the need to attract the right talent to be in public 
service, the Public Service Commission (PSC) as the agency that is responsible for recruitment, 
needs to ensure that the best talent is recruited. In doing so, one of the strategies is to appoint 
Human Resource (HR) subject matter experts to become commission members. In addition, a 
committee was established to develop policies concerning human resource management and to 
ensure all parties are aligned for effective and efficient recruitment, which includes a clear 
benchmark of communication skills in English upon recruiting a new member from the public 
sector. However, this benchmark was still unclear. Hence, this study intends to crystallise and 
clarify the exact needs of the Government, specifically in recruiting high performing civil 
VHUYDQWV LQ YLHZ RI WKHLU UHTXLUHPHQW RI WKH FDQGLGDWHV¶ (QJOLVK FRPPXQLFDWLRQ VNLOOV DW the 
workplace.  
The other focus of SRI that is closely related to this study is Human Capital Development 
(HCD). In order to make a transformative impact on an entire NKEA sector, skills and 
competitiveness of the critical mass of the workforce needs to be addressed (Performance 
Management and Delivery Unit, 2013). A review of skills requirements in the NKEAs shows 
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that, on the  current trajectory, there could be up to 1.0 million job vacancies in 2020 that will be 
difficult to fill. These range from relatively low-skilled sales assistants and hotel housekeeping 
staff to high-skilled positions requiring advanced degrees, such as engineers, lecturers, financial 
analysts and general medical practitioners (Prime Ministers Deparment of Malaysia, 2012). 
Therefore, one of the important needs for HCD initiative is to undertake information from 
stakeholders in providing comprehensive and timely labour market information, in order to be 
used as a key-decision making tools for workforce planning, especially in the NKEA sectors. 
This research will then help to correct the mismatch and information gap which currently exist in 
relation to employability market information, as well as to provide practical solutions to skills-
training providers.  
In addition, Phang (2006) made a claim that English is used in the majority of industries in 
Malaysia, particularly in the private sector and multinational companies, and that the only sector 
still using Bahasa Malaysia is the government agencies. Nonetheless, lack of research from the 
human resource departments of the government agencies on the issue of English literacy for  the 
workplace makes it difficult to confirm this claim. Nonetheless, Malaysian HEIs have been 
HQWUXVWHGWR³XQGHUWDNHPHDVXUHVWRLQFUHDVHWKHSURILFLHQF\RIVWXGHQWVLQ(QJOLVKDQGHQKDQFH
WKHLUDELOLW\WRDFFHVVNQRZOHGJHDQGXQGHUWDNHUHVHDUFK«´Economic Planning Unit, 2006: p. 
257), in order to be competitive in the global market, but to no avail, as discussed earlier in the 
thesis. If the status quo persists, the existing gap between the English competency of Malaysian 
university graduates and the English language requirements of the stakeholders will continue to 
widen. As a consequence, the issue of unemployable graduates will be exacerbated and the 
efforts to transform the nation into a high-income economy will incontrovertibly be impeded. 
Therefore, the findings of this research are critical in solving some of the issues of the 
incompatibility of the standards applied by universities and industries, but also the lack of a valid 
DQGUHOLDEOHPHFKDQLVPWRDVVHVVJUDGXDWHV¶(QJOLVKFRPSHWHQF\IRUHQWU\-level employment. 
In addition, findings from research associate the situation of poor English language competency 
DPRQJJUDGXDWHVZLWKWKHJRYHUQPHQW¶VGHFLVLRQWRFKDQJHWKHPHGLXPRILQVWUXFWLRQLQVFKRROV
from English to Malay in 1983 (Awang et al., 2011, Koo & Soo, 2007). It was found that most 
pre-university students have not been sufficiently exposed to speaking and writing in English 
during their secondary schooling, but that more attention is driven towards preparing students for 
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assessments both at the school and national levels (Othman & Krish, 2011) where accuracy is 
stressed as compared to the more important issue, the fluency of the English language: as a result 
of this mode of learning, students are at loss when it comes to real world communication 
(Sekharan Nair et al., 2012) 
In the Malaysia Education Blueprint 2013-2015, MOE highlights that there is some evidence to 
suggest that there is a lack of alignment between the national and international assessments in 
terms of how standards are defined (MOE, 2012c). These discrepancies go some way toward 
explaining the mismatch between the trends seen in the national examinations and those revealed 
in the international assessments. One of possible reason for this misalignment of standards is that 
the national and international assessments have different testing foci. The Programme for 
International Student Assessment16 (PISA) for example, focuses on questions that test for higher-
RUGHUWKLQNLQJVNLOOVVXFKDVDSSOLFDWLRQDQGUHDVRQLQJ0DOD\VLD¶VQDWLRQDODVVHVVPHQWVRQWKH
other hand, have a heavier slant towards questions that test for subject content knowledge (MOE, 
2012a)6DGO\WKLVFXOWXUHFRQWLQXHVWKURXJKWKH+(,¶VV\VWHP 
2.6  Conclusion 
After a brief introduction of Malaysian language education, particularly emphasising English 
language education in Malaysian HE institutions, this chapter examined the interconnections 
between two key concepts, namely the communicative competence model and English literacy 
for the workplace. It discussed how it would be useful as a base for the PCS framework of the 
study.  Research reviewed here has also shown that there is still much to be learned about 
English language workplace literacy practices and the competencies of university students 
specifically within ESL workplace environments. Previous studies conducted in Malaysia have 
demonstrated the need to study the problems of English among tertiary students from an 
ideological perspective thaW WDNHV LQWR DFFRXQW VWDNHKROGHUV¶ DXWKHQWLF YRLFHV DQG DFWXDO
                                                 
16
 Programme for International Student Assessment (PISA) is an international study which aims to evaluate 
education systems worldwide by testing the skills and knowledge of 15-year-old students. The tests are designed to 
assess to what extent students at the end of compulsory education, can apply their knowledge to real-life situations 
and be equipped for full participation in society. PISA data provides governments with a powerful tool to shape their 
policy making. 
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experience to provide insights into the issues under study. It must be pointed out that English 
language educators must continually focus on designing, discovering, and employing 
pedagogical approaches that motivate students to learn communication theory, to understand the 
value of communication competencies, and to apply communication skills effectively to increase 
academic gains and increase their own level of employability (Mino, 2012). The present study 
helps to do so and thus, given its objectives and focus, contributes to knowledge in the field. The 
next chapter discusses the research methodology and procedures employed to examine the 
research questions.  
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µ0HDQLQJLVHYHU\WKLQJVROHW¶VGHVLJQIRULW¶ (Chambliss and Schutt, 2013, p.76). 
 
 
 
Chapter 3 
Research Methodology 
 
 
3.0 Introduction 
The methodology section consists of several sections starting with the introduction of the Soft 
Systems Methodology and how it will be applied in the research. The second section provides a 
brief description of the overall research design and a detailed summary of the research variables 
is also given in this section. The following sections discuss the setting, participants and sampling 
design that will be used in this research. Next, a detailed discussion of the two main methods 
XVHG LQ WKH GDWD FROOHFWLRQ SURFHVV LV JLYHQ )LQDOO\ WKH LVVXH RI µWUXVWZRUWKLQHVV¶ will be 
considered after a discussion of instrument development and forms of testing.  
3.1 Research aims and objective: revisit 
In giving the rationale for the research methodology in this study, it is important to reiterate the 
aims and objectives of this study. As mentioned in the first chapter, the aims of this study are 
twofold. First, it intends to define Professional Communication Skills (PCS) by looking at the 
needs and requirements of Malaysian employers, the government and academia. The 
requirements and suggestions provided by the stakeholders help to fulfil the fundamental 
objective of this study, which is to determine the professional communication skills identified by 
Malaysian stakeholders for successful workplace function. Secondly, after taking into account 
the various needs of Malaysian stakeholders concerning the essential English communication 
skills for the workplace, the PCS framework will be developed, tying in the Communication 
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Competence Model within it. Subsequently, the PCS will go through a validation process, thus 
ensuring that the framework produced fulfils the actual needs of all the stakeholders. In order to 
ensure the framework is not only validated but also achievable, several experts in the field of 
teaching English in higher education will look thoroughly through the framework. The peer 
debriefing process is another essential step in assuring validity in this qualitative study.  
As disclosed in the subchapter which deals with the statement of the problem in Chapter 1, 
Professional Communications Skill (PCS) is taught differently throughout Malaysian HEIs. 
There is a lack of a comprehensive PCS framework in English that has been sourced from and 
validated by stakeholders ± industry, the government and academia which gives rise to skill 
mismatches as well as the bigger issue of unemployment among graduates. Hence, this study sets 
out to answer the research questions posed earlier in Chapter 1 by accomplishing the following 
objectives: 
RO1. To develop a PCS in English Framework; and 
RO2. To eYDOXDWH WKH UHOHYDQFH RI WKH 3&6 )UDPHZRUN EDVHG RQ VWDNHKROGHUV¶
assessments. 
From a broader perspective, this study represents an investigation of English language for 
workplace practices and the required competencies through the lenses of Malaysian stakeholders. 
The knowledge obtained from the research findings will contribute information about, and 
provide insights into the explicit definition of PCS sourced from the stakeholders and provide a 
clear and feasible PCS framework to be utilised in EOP classes in Malaysian HEIs. 
3.2. Research paradigm 
7KLV VWXG\ VLWV ZLWKLQ WKH LQWHUSUHWLYLVW WUDGLWLRQ ZKLFK DUJXHV WKDW µDOO VRFLDO UHDOLW\ LV
FRQVWUXFWHGRUFUHDWHGE\VRFLDODFWRUV¶(VWHUEHUJS,WLVFRXFKHGLQWKUHHFHQWUDO
SUHPLVHVµKXmans act toward things based on the meanings those things have for them; (2) 
the meanings of things arise out of social interaction; and (3) meanings are created (and changed) 
WKURXJK D SURFHVV RI LQWHUSUHWDWLRQ¶ (VWHUEHUJ , p. 16). Informed by this theoretical 
orientation, it is assumed that the researcher must gain direct access to the researched 
participants and their specific contexts to understand how they construct and interpret the 
PHDQLQJVRIWKHLUH[SHULHQFHV7KLVLVDFKLHYHGWKURXJKµVRFLDO LQWHUDFWLRQ¶2¶'RQRJKXH
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p. 9) between the researcher and the researched participants. Consistent with the interpretive 
stance of this study, the qualitative approach to inquiry was chosen in order to facilitate an in-
depth and detailed understandiQJ3DWWRQRI0DOD\VLDQVWDNHKROGHUV¶QHHGVIRUWKH3&6LQ
English, specifically addressing their requirements of entry-level employees, particularly 
Malaysian graduates.  
Qualitative research is best suited for this study of the phenomenon of English language 
workplace literacy practices and PCS of graduates, about which little information is provided in 
the literature (Creswell, 2008). Denzin and Lincoln (2008) write: 
Qualitative research involves the studied use and collection of a 
variety of empirical material that describe routine and problematic 
PRPHQWVDQGPHDQLQJVLQLQGLYLGXDOV¶OLYHV$FFRUGLQJO\TXDOLWDWLYH
researchers deploy a wide range of interconnected interpretive 
practices, hoping always to get a better understanding of the subject 
matter at hand.  
(p. 4-5) 
Van Maanen (1983) defines qualitative methods as: 
an array of interpretive techniques which seek to describe, decode, 
translate, and otherwise come to terms with the meaning, not the 
frequency, of certain more or less naturally occurring phenomena in 
the social world. 
(p. 9) 
 
Within the qualitative tradition, this study acknowledges the significant influence of natural 
VHWWLQJVRQSDUWLFLSDQWV¶EHKDYLRXUDQGH[SHULHQFHV%RJGDQDQG%LNOHQ7KLVVWXG\LVµD
VLWXDWHGDFWLYLW\¶(Denzin and Lincoln, 2008: p. 4) that seeks to unfold the reality and knowledge 
WKDWµWDNHSODFHLQUHDO-world settings and [where] the researcher does not attempt to manipulate 
WKHSKHQRPHQRQRILQWHUHVW¶3DWWRQS7KLVSHUVSHFWLYHSUHVXPHVWhat the participants 
construct diverse and multiple meanings of their own practices and experiences within their 
social contexts (Denzin and Lincoln, 2008; Creswell, 2009). Hence, to capture these practices 
DQGH[SHULHQFHVDFFXUDWHO\DQGµWRPDNHVHQVHRI RULQWHUSUHW>WKHLU@PHDQLQJV¶&UHVZHOO09, 
p. 8), the researcher visited WKHUHVHDUFKHGSDUWLFLSDQWV¶FRQWH[WVWRJDLQILUVW-hand insights from 
WKH ³SDUWLFLSDQWV¶ SHUVSHFWLYHV´ %RJGDQ DQG %LNOHQ  S  RU ³LQVLGHUV¶ SHUVSHFWLYHV´
(Merriam, 2009, p. 14) and gather information and resources personally (Crotty, 1998). This 
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enabled WKH UHVHDUFKHU WR H[SORUH WKH UHVHDUFKHG SDUWLFLSDQWV¶ IHHOLQJV EHOLHIV DQG YDOXHV
pertinent to the issues under study (Schwandt, 2000).  
Aligned with its central aim, this study primarily adopts a qualitative approach to inquiry 
couched within the interpretive paradigm for data collection and data analysis. The direct voices 
of all the stakeholders involved will be heard using the same stage. Therefore, to generate 
undeUVWDQGLQJV RI WKH VWDNHKROGHUV¶ requirements of PCS in English the qualitative case study 
approach is deemed the most appropriate method given its descriptive, dynamic, and authentic 
nature. Soft systems methodology will be applied in accomplishing the research objectives.  
3.3 Social Constructionism Epistemology  
7KH FRQFHSW µHSLVWHPRORJ\¶ KDV EHHQ GHILQHG IURP GLIIHUHQW SHUVSHFWLYHV GHSHQGLQJ RQ WKH
DXWKRU¶V RULHQWDWLRQ $XHUVZDOG  S  GHILQHV HSLVWHPRORJ\ DV ³D VHW RI LPPLQHQW UXOHV
used in thougKWE\ ODUJH JURXSVRISHRSOH WRGHILQH UHDOLW\´RU ³WKLQNLQJDERXW WKLQNLQJ´DQG
JRHVRQWRVD\WKDWLWLV³WKHVWXG\RUWKHRU\RIWKHQDWXUHDQGJURXQGVRINQRZOHGJH´.HHQH\
 DUJXHV WKDW WKH WHUP µHSLVWHPRORJ\¶ LQGLFDWHV WKH EDVLF SUHPLVHV XQGHUO\ing action and 
cognition. Epistemology reflects the rules that individuals use for making sense out of their 
world (Hoffman, 1981). As Bateson (1977) explains:  
All descriptions are based on theories of how to make descriptions. You cannot 
claim to have no epistemology. Those who so claim have nothing but a bad 
epistemology. Every description is based upon, or contains implicitly, a theory 
of how to describe. 
(p. 84) 
'HQ]LQDQG/LQFROQSVWDWH WKDWHSLVWHPRORJ\DVNV³+RZGR ,NQRZWKHZRUOG´"
DQG³:KDWLVWKHUHODWLRQVKLSEHWZHHQWKHLQTXLUHUDQGWKHNQRZQ´"(YHU\HSLVWHPRORJ\LPSOLHV
an ethical±moral stance towards the world and the self of the researcher. It is therefore important 
for researchers to be conscious of the frameworks they use, the assumptions on which they are 
based, and the possibility of logical inconsistency (Bateson, 1972). For the purpose of this study, 
epistemology is defined as the study of the nature of knowledge and justification (Schwandt, 
2001, p. 71). In short, epistemology can be understood as justification of knowledge. It needs to 
be stated that discussions of philosophical epistemology are beyond the scope of this study. 
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Accordingly, epistemic questions, questions regarding research practice as knowledge creation 
and the status of the knowledge created, are not considered in this study. 
Social constructivism was selected as the epistemological framework of this study. This sub-
chapter will, therefore, describe how social constructivist epistemology informed the reseaUFKHU¶V
perceptions in defining the framework for planning, implementing and evaluating the quality of 
this qualitative study. 
3.3.1  Social Constructivism 
Social Constructivism in its simplest form is just what its name implies social as in a social 
group or community, constructivism as in building or constructing knowledge. Social 
constructivism is based on ontology, the nature of being, and epistemology, the nature of 
NQRZOHGJH 7KH HSLVWHPRORJLFDO QDWXUH RI D VRFLDO FRQVWUXFWLYLVW¶V NQRZOHGJH LV VRFLDO and 
experimental, meaning that the researcher works in a social group and uses a trial and error 
format to discover knowledge. The social group can be very large, as in a race or gender group, 
or very small, as in a family group. Also, a person belongs to more than one group and can 
interact with more than one group at one time. Additionally, knowledge to a social constructivist 
is relative and subjective. Looking closely at the research, it is relative because it depends upon 
the group of respondents ± private companies, the government and academia ± to justify the 
NQRZOHGJHDQGRQHJURXS¶VNQRZOHGJHFDQEHGLIIHUHQW IURPDQRWKHUJURXS¶VNQRZOHGJH ,W LV
subjective because it depends upon what experiences each respondent has had. Those 
experiences are brought to the group and shared within the group, using the interim PCS 
framework as a platform. Then the respondents reach a decision consciously about the viability 
or usefulness of that knowledge, which will take place during the member checking process.  
There are three different types of social constructivism: symbolic interaction, social 
constructionism, and sociocultural constructivism. They are on a continuum that ranges from the 
most social in nature to the least social in nature. This study employs social constructionism, the 
middle ground, since it deals with discourse communities. A discourse community is a group 
with their own common knowledge and language; in this study, the stakeholders have their own 
common knowledge and language on professional communication skills for the workplace. The 
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discourse community is the centre of social constructionism: individuals who interact with 
subjects or events within a discourse community. 
*HUJHQFODLPVWKDWNQRZOHGJHLVLQYRNHGWRLGHQWLI\µEHKDYLRXUV¶ µHYHQWV¶RUµHQWLWLHV¶
and are largely circumscribed by culture, history and social context. Therefore, a social 
FRQVWUXFWLRQLVWSHUVSHFWLYHµORFDWHVPHDQLQJLQDQXQGHUVWDQGLQJRIKRZLGHDVDQGDWWLWXGHVDUH
developed over time within a social, community FRQWH[W¶ 'LFNHUVRQ 	 =LPPHUPDQ  S
80). Additionally, Hoffman (1991) states that  
All knowledge evolves in the space between people, in the realm of 
WKHµFRPPRQZRUOG¶RUWKHµFRPPRQGDQFH¶2QO\WKURXJKWKHRQ-
going conversation with intimates does the individual develop a 
sense of identity or an inner voice.  
(p. 5) 
 
Anderson and Goolishian (1986 S  DGG WKDW ZH µlive with each other in a world of 
conversational narrative, and we understand ourselves and each other through changing stories 
and self-descripWLRQV¶. Getting the stakeholders involved in an in-depth interview, while 
describing their needs and requirements regarding the PCS of graduates will help the social-
constructionist-researcher understand and develop their needs which contain possibilities that 
elicit new meaning. According to Rapmund (2000), this co-construction of new realities also 
assists in externalising the problem as well as in finding a cure for it. It is important to stress that 
social constructionists are interested in accounts that honour and respect the community of 
voices inherent in each individual and how these accounts can be respected within a particular 
system (Rapmund, 2000). It also acknowledges the links between stories (Rapmund, 2000). 
These links will create a better focus on the construction of knowledge of professional 
communication skills among Malaysian stakeholders. Social constructionists, therefore, focus on 
NQRZOHGJH DV SRZHU EHOLHYLQJ WKDW µFXOWXUDO VSHFLILFDWLRQV¶ FDQ H[HUW D UHDO LQIOXHQFH RQ
peoSOH¶VOLYHV'LFNHUVRQ	=LPPHUPDQS 
On the whole, social constructionists acknowledge the social nature of human life, while at the 
same time encouraging individuals to tell their own stories. These underlying assumptions of 
social constructionism form the epistemological basis for the present study. Thus, it informed the 
UHVHDUFKHU¶VSHUFHSWLRQVLQGHVLJQLQJWKHPHWKRGDQGLQGHVFULELQJWKHUHVHDUFKSDUWLFLSDQWV 
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3.3.2 Social constructionism and the present study 
The inclusion of, and emphasis on, multiple realities and personal experiences in this study 
makes social constructionism relevant as theory and context. This does not necessarily imply that 
social constructionism is a better theory than the other existing theories, but rather that it is a 
more appropriate theory in terms of this specific study. Within social constructionism, the focus 
is on Malaysian stakeholders who are considered to be in the best position to describe the PCS 
skills practiced in the workplace. Of importance is how they perceive their experiences, and not 
whether their reports accurately reflect reality. The notion of accuracy would in essence be 
judgmental. Thus, a social constructionist epistemology challenges the ways in which Malaysian 
stakeholders have been delineated and it opens up new possibilities for new meanings and 
perspectives to be explored. This epistemology also provides the researcher with a set of lenses 
that enforce an awareness of her own beliefs as well as the way in which she perceives the issues 
discussed. A social constructionist framework therefore enables the researcher to remain flexible 
and open regarding the experiences and needs of the stakeholders. This stance allows the 
researcher to enter into dialogue with the respondents, being aware of her social and cultural 
context as well as the personal biases she might have, and build on her knowledge during the 
conversational narratives. In the light of social constructionism, the research attempted to gain an 
understanding of Malaysian stakeholGHUV¶UHTXLUHPHQWVIRU3&6LQ(QJOLVKIRUWKHJUDGXDWHV 
It is worth declaring that social constructionists acknowledge the equal engagement of research 
participant and researcher as co-creators of a shared reality. The researcher believes that by 
creating a space of understanding and by being respectful and curious as a co-participant in the 
meaning-JHQHUDWLQJ SURFHVV VKH FDQ H[SORUH WKH VWDNHKROGHUV¶ LQVLJKWV UHJDUGLQJ WKH 3&6 LQ
English. Social constructionism exemplifies a collaborative and respectful framework in which 
the researcher co-constructs meaning that opens opportunities for change and growth, 
particularly for Malaysian graduates who are venturing into the workplace.  
3.3.3 Characteristics referring to who and what is studied 
Social constructionism is interested, in particular, in the ways LQZKLFKWKHZRUOGLVµXQGHUVWRRG
H[SHULPHQWHG RU SURGXFHG¶ 0DVRQ  S E\ SHRSOH
V OLYHV EHKDYLRXU DQG LQWHUDFWLRQV
(Strauss & Corbin, 1990, p.17). It is also takes interested in processes, change, social context 
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G\QDPLFV0DVRQSDQGUHVSRQGHQWV¶µSHUVSHFWLYHVRQWKHLURZQZRUOGV¶0DUVKDOO	
5RVVPDQS)XUWKHUVRFLDOFRQVWUXFWLRQLVPLVLQWHUHVWHGLQWKHVHQVHVLQWKHµPHDQLQJV¶
(Maxwell, 1996, p.17), revealed in personal narratives, in life stories (Atkinson, 2005), in 
accounts, in µlife experiences¶ (Morse, 2005, p.859), in their different knowledge, and 
µYLHZSRLQWV DQGSUDFWLFHV¶ )OLFNS DQG LQZKDWSHRSOH WKLQNDQGZKDW WKDW WKLQNLQJ
µPHDQV LPSOLHV DQG VLJQLILHV¶ 0RUVH  S 7KH DERYH FKDUDFWHULVWLFV DUH GHHPHG
important in determining the key definitions of professional communication skills in English.  
Epistemology profoundly shapes the relationship between the researcher and participants in data 
FROOHFWLRQ DQG DQDO\VLV 7KH VRFLDO FRQVWUXFWLRQLVW¶V MRE LV WR HQJDJH ZLWK KHU SDUWLFLSDQWV WR
jointly create understanding by being alert to multiple ways of seeing and allowing the 
unexpected to happen. Maxwell (2004) emphasised that the researcher cannot go into the 
SDUWLFLSDQWV¶ PLQG ZKLOH EHLQJ KHUVHOI ZLWKLQ WKH FRQVWUDLQWV RI ZKDW LV HWKLFDOO\ DQG VRFLDOO\
appropriate. 
3.3.4 Characteristics referring to methodology 
In the literature, the term methodology is used loosely. Various authors refer to formal theories or 
VFKRROV RI WKRXJKW RU PHWKRGV VXFK DV IRFXV JURXSV RU REVHUYDWLRQ DV µPHWKRGRORJLHV¶ ,Q
contrast, Kaplan (1964) defines methodology as µthe study ± the description, the explanation, and 
the justification of methods, and not the methods thHPVHOYHV¶ (p. 18). In his terms, Kaplan 
(1964) explains the aim of methodology as  
to describe and analyse . . . methods, throwing light on their limitations and 
resources, clarifying their presuppositions and consequences . . . to help us to 
understand, in the broadest possible terms, not the products of scientific inquiry 
but the process itself.  
(p. 23) 
 
Research methodologies or any of the synonyms used to refer to the distinct strategies for 
approaching qualitative research (see, for example, A Set of Reconstructed Logics, Carter & 
Little, 2007; Strategies of Inquiry, Denzin & Lincoln, 2000; Traditions of Inquiry, Cresswell, 
1998) inevitably refer to the distinct strategies for approaching research and justify the particular 
methods used in that methodology. Accordingly, methodologies are not a free-for-all where, 
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metaphorically speaking, anything goes. Several authors remind us that methodology and 
method do matter. Morse and Field (1995) declare that, 
Each of the qualitative methods answers different questions; the methods are 
distinct and the results provide a different perspective on the phenomenon.  
(p. 36) 
Similarly, Guba and Lincoln (1994) affirm this view stating, 
The methodological question: how can the inquirer (would-be-knower) go 
about finding out whatever he or she believes can be known? ....That is, not 
just any (original emphasis) methodology is appropriate.  
(p. 108) 
In this study, the case study was chosen as the most appropriate methodology in answering the 
research questions. It was chosen since the case study approach can connect complex real-world 
problems with scientific theory building, as has been laid out in Eisenhardt (1989). It was also 
deemed the most appropriate research methodology since the phenomenon investigated cannot 
be separated from its context (Sholz et al, 2006). An implicit definition of what is and what 
makes a case has been provided in Scholz and Tietje (2002): 
A case becomes a case as something specific: it is considered from a 
specified perspective and with a special interest. A case is unique, one 
among others and always related to something general. Cases are empirical 
units, theoretical constructs, and subject to evaluation, as scientific and 
practical interests are tied to them. Cases are utilized for purposes of 
demonstration and learning, both in education and research  
(p. 28). 
3.3.5  Characteristics referring to methods 
Epistemological assumptions are translated into distinct methodological strategies. The goal of 
this qualitative investigation is to understand the complex world of human experience and 
behaviour from the point-of-view of stakeholders in their knowledge of the PCS needed by 
entry-level employees. Therefore, the researcher is expected not to have a priori, well-delineated 
conceptualizations of the phenomenon; rather, this conceptualization is to emerge from the 
interaction between participants and researcher. Flexibility in design, data collection, and 
analysis of research is strongly recommended to gain a deep understanding and valid 
representatLRQRIWKHSDUWLFLSDQWV¶YLHZSRLQWV6LGDQL	6HFKUHVW 
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Hence, research conducted within a social constructionist epistemology is more likely to involve 
heavy reliance on the spoken word including conversations, interviews and narratives (Gergen, 
2001b; Padgett, 2004).Qualitative methodologies provide the means to seek a deeper 
understanding and to explore the nuances of experiences not available through quantification. By 
XWLOLVLQJ WKHVH PHWKRGRORJLHV WKH UHVHDUFKHU LV DEOH WR H[SDQGRQ WKH µZKDW¶ µZK\¶DQG µKRZ¶
questions asked by constructionism. 
Epistemology is key to the assessment of the quality of data and of analysis (Angen, 2000) since 
it influences the way in which quality of methods is demonstrated. Among the steps taken within 
this study are triangulations of several different data sources, a code-recode process, member 
checking and peer debriefing process and description as well as inquiry audit. This aspect will be 
elaborated later within sub-FKDSWHU7KHVWXG\¶VWUXVWZRUWKLQHVV7he above processes took 
place in a seven-stage systemic approach called soft systems methodology.  
3.4 Soft Systems Methodology 
3.4.1 Introduction 
Soft Systems Methodology (SSM from here onwards) has been the outcome of extensive and 
thoughtful research work by Checkland and his colleagues in the University of Lancaster to 
create a general framework able to tackle ill-structured problems that human being usually face 
in most of the interrelationships with their fellows (Delbridge, 2011). SSM is a systemic 
approach, where the systemic view recognises that the parts and internal relations of a system are 
dependent on its environment (Checkland, 1986; Checkland and Scholes, 1990). Checkland and 
Poulter (2006) describe SSM as an organized way of tackling perceived problematical (social) 
situations. It is action-oriented, in that it organises thinking about situations so that actions can be 
taken to improve problematic situations. SSM is generally applied to situations where there are 
conflicts among stakeholders or where the goals of a system are debatable (Morcos & Henshaw, 
2009). In addition, the core aspects of systems thinking are gaining a bigger picture (going up a 
OHYHORIDEVWUDFWLRQDQGDSSUHFLDWLQJRWKHUSHRSOH¶VSHUVSHFWLYHV&KDSPDQS 
Checkland (2000), in his thirty year retrospective review of SSM, affirms that a system can never 
be studied in isolation, but must be seen in relation to its environment. This approach provides 
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conceptual tools for modelling the system as well as the environment in which the system is 
located (Tajino and Smith, 2005)7KHV\VWHPLFDSSURDFKGHSLFWV WKH V\VWHP¶VHQYLURQPHQWDV
being composed of various interveners and active processes that influence the system (Avenierm, 
2002). In this study, the stakeholders (industry, government departments of Malaysia, HE 
institutions and the graduates themselves) DUHWKHµLQWHUYHQHUV¶ZKRDUHVHDUFKLQJIRUJUDVSLQJ
and creating the best solution(s) of the problematic situation of poor professional communication 
skills amongst graduates.  
Applying SSM in this research will hopefully clarify and explore solutions to the problem as 
discussed earlier in Chapter 1. Researchers agree that SSM can not only be used to clarify 
objectives in complex and dynamic problem situations but can also be used to explore actual and 
future needs (Hassan, 2012; Patel, 1995). Originally SSM was seen as a modelling tool, but 
Checkland (2000) reveals in his retrospective paper that, in later years it has been seen 
increasingly as a learning and meaning development tool.  
Another reason for applying SSM in this research is because of the wholeness of the system. 
This concept has been borrowed from the field of biology, where biologists are concerned with 
studying an organism as a whole entity (Brenton, 2007). SSM views the defined human activity 
system under investigation as more than just the sum of its parts, and requires the analyst to take 
a holistic approach. Hence, it is crucial to understand that SSM is a participative approach where 
involvement from all stakeholders is crucial. According to the views of Rose (1997), Hindle 
(2011) and Liu et.al.(2012), SSM is suitable for social science research, such as this one,  since it 
involves all stakeholders during all stages and it ensures that their views are reflected in the 
outcomes and their acceptance of the new system by validating the proposed solutions or 
framework. 
In addition, SSM provides an opening whereby the complexity of such human interaction can be 
investigated, described and hopefully understood. When the situation under study has been 
understood well by the researcher, the methodology allows the identification of change that is 
both systemically desirable (in that it will alleviate some of the problems and issues) and 
culturally feasible (in that participants within the system will be inclined to engage with the 
changes proposed and the change process itself). SSM encourages learning and understanding 
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which will hopefully lead to agreed change and the resolution of problems (Warwick and South, 
2008). 
The version of SSM presented in this study is most closely associated with the work of Peter 
Checkland, as presented in Checkland and Scholes (1990) and Checkland and Poulter (2006 and 
2010). This research takes the stand that SSM is an all-purpose approach most suited to tackling 
complex problem situations, as it is an approach that adopts experiential learning and uses 
systemic modelling to structure discussion between groups of participants.  
3.4.2 Brief Statement of SSM 
Soft Systems Methodology (SSM) is a systemic used tool to orchestrate and implement change 
in the real world in areas concerned with human affairs. It is a framework made up of seven steps 
organized in a specific manner that leads to the implantation of culturally feasible and 
systemically desirable changes in human organisations of any kind (clubs, universities, 
enterprises, industries, ministries, a state, etc.). SSM approaches start with the situation, with its 
complexity and uncertainty, where an acknowledged part of the problem is to establish and agree 
what the problem is. So SSM is more about problem-situations rather than problems, and of 
resolution (improving the situation) rather than solution (solving the problem).  
A reflection of SSM through fifty years of reflective experience (Reisman & Oral, 2005) has 
shown that SSM has been successfully used  in making sense of the complex and dynamic 
interacting web of ideas, issues and views that characterise many social problems, which Ackoff 
WHUPVµPHVVHV¶$FNRII, p. 25). During this period of growth, the process model of SSM 
has emerged and the main stages of the process are described in Table 3.1. 
Table 3. 1 Key stages of the Soft System Methodology and its objectives. 
Stages Objective of the stage 
1 & 2 Attempts to build the richest possible picture of the 
problematic situation 
3 Aims to select perspectives and build 'root definitions' (key 
processes that need to take place within the desired system) 
4 Produces conceptual models of the defined system. 
5 Compares conceptual model with actual situation in order 
to generate debate with the stakeholders. 
6 Outlines possible changes that are desirable and feasible. 
7 Involves taking action based on stage 6. 
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These seven stages of SSM have been applied in several educational research studies (Ison, 
1999; Cox, 2010; Delbridge, 2011; Liu et al., 2012; Maqsood, Finegan, & Walker, n.d.; Patel, 
1995).  The benefits that can be derived from the use of SSM are primarily in its ability to focus 
RQ µVRIW¶ LVVXHV WR JHQHUDWH D V\VWHPLF YLHw that contrasts nicely with the rather more 
quantitative results-driven and analytical quality assurance processes that are traditionally used 
to assess the effectiveness of a module. As stated by Patel (1995): 
The methodology is unique because it enables the analyst to embark on a 
process of learning about the real world situation being investigated, while 
VLPXOWDQHRXVO\ VHHNLQJ WR LPSURYH LW E\ DQDO\VLQJ WKH VLWXDWLRQ « DQG
suggesting recommendations for further action to improve the problem 
situation. 
(p. 13) 
6RIW V\VWHPV WKLQNLQJ VHHNV WR H[SORUH WKH µPHVV\¶ SUREOHPDWLF VLWXDWLRQV WKDW DULVH LQ KXPDQ
DFWLYLW\+RZHYHUUDWKHUWKDQUHGXFLQJWKHFRPSOH[LW\RIWKHµPHVV¶VRWKDWLWFDQEHPRGHOOHG
mathematically (hard systems), soft systems strive to learn from the different perceptions that 
exist in the minds of the different people involved in the situation (Andrews, 2000). Experiences 
and needs from all parties involved ± companies, the government of Malaysia and academia ± 
are heard and explored. This interpretive approach is strongly LQIOXHQFHGE\9LFNHUV¶p. 
59, 176) who asserts the importance of appreciative systems in dealing with human complexity.  
Soft Systems Methodology, in its idealised form, is described as a logical sequence of seven 
steps (Checkland, 1999, pp. 162-183). These are illustrated in Figure 3.2. Checkland & Poulter 
(2010) assert that it is most important to note that the sequence is not imposed upon the 
researcher; a study can commence at any stage, with iteration and backtracking as essential 
components. SSM encourages researchers to view organisations from a cultural perspective. 
These people-components can attribute meaning to their situation and define their own purpose 
for the organisation. 
As indicated in Figure 3.1, SSM deals with two kinds of activities, 'real-world' activities 
LQYROYLQJ SHRSOH LQ WKH SUREOHP VLWXDWLRQ DQG 
V\VWHPV WKLQNLQJ
 DFWLYLWLHV LQ WKH µFRQFHSWXDO
ZRUOG¶ ZKHUH WKH  UHVHDUFKHU WULHV WR DEVWUDFW IURP WKH real world and where people from the 
problem situation may not have to participate. 
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In essence, SSM is concerned with developing models of purposeful activity (which any 
situation involving humans will contain), each of which are based on a worldview, and, using the 
models as notional constructs to explore the situation in order to identify possible appropriate 
changes. The end point of an SSM-based study may vary, as mentioned by Checkland and 
Poulter (2006): 
Since the learning cycle is in principle never-ending it is an arbitrary 
distinction as to whether the end of the study is taken to be defining the action 
or actually carrying it out. 
(p. 13). 
 
 
 
 
 
 
 
 
 
3.4.3 Reasons why SSM is appropriate to this study 
/RRNLQJDW WKHGHILQLWLRQDVDZKROHµPHWKRGRORJ\¶PHDQVDVWUXFWXUHGDSSURDFKZLWKDVHWRI
RUGHUHGDFWLYLWLHVµ6\VWHPV¶LPSOLHV WKDW WKHDSSURDFKLVKROLVWLF ORRNLQJDW WKHSUREOHPLQLWV
ZLGHUFRQWH[WDQGµVRIW¶FRQQRWHVIX]]\LOO-defined situations where there will be differing as 
well as agreeing perceptions and views.  
There are five major reasons why SSM is appropriate for this study. Firstly, the problems of 
teaching and learning PCS are definitely organisational, ill-structured problems, since the PCS in 
Malaysia has not been defined by any stakeholders involved. Therefore, using Soft Systems 
Methodology can help the study to focus on the actual problems regarding PCS faced in human 
Problem situation or 
area of concern 
structured 
Problem situation or 
area of concern 
unstructured 
Root definition of 
relevant systems 
Conceptual models 
Formal systems 
model 
Other systems 
thinking 
Real world/system 
world comparison 
Feasible/desirable 
changes 
Action to 
improve 
Real world 
Conceptual world 
2 
1 
7 
6 
5 
4 
3 
4a 4b 
Figure 3. 1 &KHFNODQG¶VVHYHQ-stage soft systems methodology. 
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activities systems. Furthermore, SSM is good at clarifying political and soft, people-oriented 
issues. 
Secondly, there are many different perspectives of the systems needed in defining Malaysian 
professional communication skills in English. Stakeholders involved are the various companies 
WKDWZRXOGEH WKH JUDGXDWHV¶ IXWXUH HPSOR\HUV WKH0DOD\VLDQ JRYHUQPHQW which includes the 
policy makers, as well as the Public Services Commission of Malaysia, and the universities who 
DUH UHVSRQVLEOH IRU JURRPLQJ WKH JUDGXDWHV¶ 3&6 %HLQJ D PHWKRGRORJ\ WKDW FDQ GHDO ZLWK
complex organisational and hierarchical situations where those involved may lack common 
agreement, SSM offers the best solution by giving all parties a proper stage to voice their 
opinions.  It promotes shared thinking and helps to persuade people to work together and find 
common ground.  
Thirdly, the various aspects of the problem are highly interrelated. All parties involved have their 
own opinions of the essential PCS needed by graduates. To ensure quality and employable 
graduates and to understand the needs of the stakeholders, a comprehensive PCS should be laid 
in front of them. These workplace skills must be a match or agreed to by all stakeholders 
involved. Therefore, as a systemic methodology, SSM is helpful in developing a reasonably 
holistic understanding of the correlations of the various aspects voiced by the stakeholders.  
Fourthly, the main purpose of SSM, as mentioned earlier, is to carry out improvements in a 
situation which is perceived as problematic. SSM does not attempt to solve the issue of PCS but 
to facilitate the learning process. It is anticipated that stakeholders would reach common ground 
in defining PCS, which will thus decrease the problem of skill mismatches. As a result, when the 
Professional Communication Skills framework in English which is defined and validated is 
applied, all parties involved in the environment will be in agreement with the changes. 
)LQDOO\660XVHVDVHWRIVSHFLILFWHFKQLTXHVDQGULJRURXVWRROVWRGHDOZLWKD³PHVV\´SUREOHP
It helps the researcher to provide a structure to the study where the clear steps enhance the clarity 
of thought and structured thinking. It also helps in giving a complete and wide-ranging view of 
the problems of PCS. Having the big picture framed in mind does not give space for assumptions 
but on the other hand it is based in actual facts provided by the stakeholders. The rigorous steps 
in the methodology force explicitness and promote creative and stimulating thinking. They help 
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to structure the problematic situation which is complex, especially when the information given 
during the collection of data proves to be overwhelming. All in all, the SSM applied in the 
research is important in making this study doable and meaningful at the same time.  
3.4.4 Applying SSM as a research model 
In undertaking the seven SSM stages as mentioned above, an intense literature review on 
opinions, experiences and knowledge of the related stakeholders was carried out to develop a 
rich picture. The objective was to learn about the PCS needed by Malaysian graduates, 
necessities required by future employers and also the beliefs of the Malaysian government, 
particularly policies developed by the Ministry of Higher Education (MOHE).  
Stage 1: The problem situation unstructured 
µExperiencing the unstructured situation is recognised as a valuable part of defining both the 
research problem and the design¶ (Hammersley and Atkinson, 1990, p. 81). Following informal 
discussion with both English instructors in Malaysian HE institutions and human resource staff 
in Malaysian based companies, it became very clear that there was a lack of coherent information 
WUDQVIHU EHWZHHQ ERWK SDUWLHV LQ UHODWLRQ WR GHILQLQJ WKH LVVXHV RI JUDGXDWHV¶ HPSOR\DELOLW\
particularly the precise Professional Communication Skills needed. This lent itself to a soft 
systems approach.  
In stage 1 and 2 the researcher tried to develop the richest picture possible of the problematic 
situation. The function of these VWDJHVZDVµto display the situation so that a range of possible 
and, hopefully, relevant choices [of relevant systems to be described in the following stages] can 
EHUHYHDOHG¶&KHFNODQGp. 166). Checkland did not provide any examples or descriptions 
of rich pictures in his earliest book, but then, rich pictures were later shown to be informal 
drawings accompanied by describing text. 
However, Bowen and Shehata (2001) suggest several points for stage 1, which provide a general 
understanding and wider view of the problem. The procedure for this phase includes the 
following (Bowen and Shehata 2001):  
a. Gather and examine as much as possible from the available information.  
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b. Learn as much as possible about who and what is important in the organisation. 
c. Understand as much as possible about the organisation's specific language.  
d. Pay close attention to the information about how things are done in the organisation. 
 
^ƚĂŐĞ ? ?dŚĞƉƌŽďůĞŵƐŝƚƵĂƚŝŽŶĞǆƉƌĞƐƐĞĚƵƐŝŶŐĂ ?ƌŝĐŚƉŝĐƚƵƌĞ ? 
In SSM µrich picture¶ &KHFNODQG  S  was employed as a method of capturing the 
problem situation; recognising that different stakeholders have diverse views and experiences to 
fit their requirements of Professional Communication Skills of Malaysian graduates. Through 
rich-pictures, such different world-views (known as Weltanschauungen amongst SSM scholars) 
were highlighted. Such pictures could also draw attention to the degree of social interaction and 
begin to focus on issues which are purposeful and critical, as well as eliminate mismatches and 
disagreement associated with PCS between the stakeholders involved. The rich picture portrayed 
all the key players involved in the process and presented a structured view by putting into 
context the factors affecting the process. 
Looking at previous related research with regard to employability issues in Malaysia and 
expressing them in the drawing of rich pictures for the different world-views of  
Weltanschauungen, a dialogue and debate can be initiated to support the modelling of µKXPDQ
DFWLYLW\V\VWHPV¶ZKLFKLs perceived as relevant to all stakeholders involved.  
Such human activity systems begin to raise and identify institutionalised practices, and explore 
WKH VRFLDO VWUXFWXUHV LQ ZKLFK DFWLYLW\ RFFXUV IRU LQVWDQFH LGHQWLI\LQJ WKH UROH RI WKH µ+XPDQ
5HVRXUFH0DQDJHU¶RIFHUWDLQFRPSDQLHVRUµ+HDGRI(QJOLVK'HSDUWPHQW¶LQDQ\0DOD\VLDQ+(
institutions. Such pictures aim to encourage a holistic rather than a reductionist approach to 
appreciating the social context of the organisation (Checkland 1999). This consideration of the 
social and institutional structure, roles and opinions separately from more formalised structures 
such as organisations or projects is of further value given the dispersed nature of the relationship 
of education and industry.  
Having gathered information from as many of those involved as possible, the problem situation 
LVH[SUHVVHGDVDµULFKSLFWXUH¶ (Checkland, 1981, p. 159). The idea is to represent pictorially all 
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the relevant information and relationships' (Platt and Warwick, 1995). The process of 
FRQVWUXFWLQJ WKH 
ULFK SLFWXUH¶ )LJXUH  HQDEOHG WKH PDLQ LVVXHV WR EH LGHQWLILHG ,Q WKLV
research, the main one was that PCS is taught in various ways in different institutions of HE in 
Malaysia. In order to work according the rich picture and apply it, it was necessary to present the 
rich picture, as illustrated below (Figure 3.2).  
Companies 
 
CEOs ± WKHUH¶V
discrepancies between 
graduates English 
competencies based on 
SPM/MUET and their 
actual  communication 
performance  at work.  
 
CEO - 7KHUH¶VDZLGHQLQJ
gap between English 
Language requirement 
needed for employment 
and their English 
competency. 
 
HR Dept ± Employment 
in Msia is set back by 
educational and skill 
mismatch. Differences of 
what perceived is needed 
and what is actually 
required.  
Malaysian Government 
Dept of Stats. ± young 
graduates experience 
difficulties securing 1st job 
because it does not 
correspond to their 
education and expectation. 
 
MOHE ± 77% of 
undergraduates are limited 
users of speaking in English! 
 
MO Human Resource ± 
Industries develop own in-
house assessment in 
appraising English 
Language for workplace and 
did not link with HE policy 
makers when doing so. More 
mismatches? 
 
MEF ± Employers have 
reservations towards 
JUDGXDWHV¶ (QJOLVK
Language proficiency. 
Academia 
 
Graduates  
 
PCS is taught in various ways in different 
institutions of higher education. There is a 
lack of;  
 
3. A comprehensive and systematic 
research on the content, materials, 
methodology and assessment. 
  
4. A comprehensive PCS framework 
in English that has been sourced 
from and validated by stakeholders 
± industries, government and 
academia. 
 
HE Institutions Policy 
makers ± The HE students 
are the products of pre, 
primary and secondary 
VFKRROHGXFDWLRQ,W¶VQRWDOO
our fault that they came out 
with lack of fluency. 
Lecturers ± There is 
inefficiency of textbooks for 
teaching PCS in HE. It is a 
big burden for the lecturer 
and students. 
English Language instructors ± We have two main tasks; 
1. To teach them basic English 
2. To install professional communication skills which are required for workplace. 
Both are separate field and cannot be merged. We do not have enough time in our hands! 
We know oral 
communication skills have 
been identified as the most 
important skills in the 
workplace. 
 
 
We are unemployed due to a lack 
of experience, poor English, poor 
communication skills and because 
they had pursued studies irrelevant 
to the market place 
 
Figure 3. 2 Rich picture applied using SSM ± DQDUHDRIFRQFHUQRQWKH0DOD\VLDQJUDGXDWHV¶ 
level of Professional Communication Skills. 
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Stage 3: Root definitions of relevant systems 
Patel (1995) KDVXVHG660¶VURRWGHILQLWLRQVWRLGHQWLIy responsible actors, key transformations, 
and the knowledge resources that are appropriate to the needs of all stakeholders. A root 
definition 'expresses the core intention of a purposeful activity system' (Wells, 1995, p. 65) and 
is structured into three distinct parts: the 'what', the 'how' and the 'why'. The what is the 
immediate aim of the system, the how is the means of achieving that aim, and the why is the 
longer term aim of that purposeful activity (Platt and Warwick, 1995).  
Another significant characteristic of SSM is that the root definition must include a number of 
elements, which Checkland and Scholes (1990, p.32) characterise under the mnemonic 
'CATWOE':  
Customers -- who are the victims or beneficiaries of T, 
Actors -- those who perform T, 
Transformation process -- the conversion of input to output, 
Weltanschauung -- the worldview which makes T meaningful in a context, 
Owners -- those who have the power to stop T, and 
Environment constraints -- elements outside the system. 
 
The CATWOE guideline has a logical connection to the formal systems model in stage 4a that is 
used as a checklist for the model of the system (Referring to Figure 3.1). Each of the elements 
can be used to identify the problem, to prompt thinking about its connections with other different 
elements, implement the solution and it also can help in considering the impact on the people 
involved. The who, what and how questions below (Table 3.2) enable researchers to stimulate 
thinking about the problem and/or implementing the solution. Ultimately, understanding 
&$7:2(¶VFKDUDFWHULVWLFVLQDQH[WHQVLYHPDQQHUZLOOOHad to a clear root definition. Using the 
elements identified in the 'rich picture' and detailed CATWOE analysis, the following root 
definition was constructed. 
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Table 3. 2 &$7:2(¶VFKDUDFWHULVWLFV. 
 
C = Customers 
 
Who is on the receiving end?  
What problem do they have now?  
How will they react to what you are 
proposing?  
Who are the winners and losers? 
A = Actors 
 
Who are the actors who will 'do the doing', 
carrying out your solution? 
What is the impact on them? 
How might they react?  
T = Transformation process 
 
What is the process for transforming inputs 
into outputs? 
What are the inputs? Where do they come 
from? 
What are the outputs? Where do they go to? 
What are all the steps in between? 
W = World View 
(Weltanschauung) 
 
What is the bigger picture into which the 
situation fits? 
What is the real problem you are working 
on? 
What is the wider impact of any solution? 
O = Owner 
 
Who is the real owner or owners of the 
process or situation you are changing? 
Can they help you or stop you?  
What would cause them to get in your way? 
What would lead them to help you? 
E = Environmental 
constraints 
 
What are the broader constraints that act on 
the situation and your ideas? 
What are the ethical limits, the laws, financial 
constraints, limited resources? regulations, 
and so on? 
How might these constrain your solution? 
How can you get around them? 
 
This clear CATWOE analysis pertaining to this study will be discussed in the next chapter. Once 
the CATWOE analysis has been done, the clear root definition of PCS will also be uncovered. 
Stage 4: Deriving the conceptual model 
SSM can be used to develop conceptual models that identify patterns in knowledge activities and 
such patterns can be used to provide a basis for technical design and organisational and social 
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intervention (Venters et. al., 2002). Based upon the need to address the problems in developing 
fluent Malaysian graduate communicators as prescribed by the stakeholders, this study 
developed the following conceptual model and it is being incorporated in investigations in this 
research. 
Industry 
Get details of 
specific PCS skills 
required. Collate 
information. 
MOHE 
Get details of 
specific PCS skills 
required. Collate 
information. 
Academia 
Get details of 
specific PCS skills 
required. Collate 
information. 
Literature and 
Previous Research 
Get details of specific 
PCS skills required. 
Collate information. 
Systematically organise PCS 
proposed by each stakeholder 
according to the Communication 
Competence Model into PCS 
Frameworks. 
Overlay and merge four 
frameworks and produce one 
digested and comprehensive 
PCS Framework. 
 
Review the merged PCS 
Framework from all 
stakeholders.  
Stage 5 (Comparing conceptual 
model to real world)  
Industry 
Review and give 
feedback of PCS 
framework 
 
MOHE 
Review and give 
feedback of PCS 
framework 
 
Academia 
Review and give 
feedback of PCS 
framework 
. 
Subject Area 
Expert 
Review and give 
feedback of PCS 
framework 
Review and realign PCS Framework 
based on validation review 
feedback/report from all stakeholders. 
 
 
Figure 3. 3 PCS Conceptual Model in this study. 
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Stage 5: Validating the conceptual model to the real world 
The remaining stages are again set in the real world where action can take place. During stage 5 
the ideal conceptual model is used to find similarities and differences with the perceived real 
world model. This is shown in Figure 3.4 (the process below the dotted lines). The comparison 
between the conceptual model with reality is done by asking for feedback from all stakeholders 
as well as from an expert on Professional Communication Skills.  
During this stage, the researcher leaves the systems thinking (or in this research context, the 
theories of communications) and initiates the debate concerning desirable feasible changes by 
setting up discussions which compare the models built in stage 4 with the problem situation 
expressed in stage 2. As Checkland and Scholes (1990) suggest, to ensure the whole model 
works, researchers must focus on the intention of building the models, which is to ± µGHEDWH¶S. 
42-DQGµDFFRPPRGDWH¶p. 28-30). Checkland (1981) asserts that: 
 «SDUWV RI WKH SUREOHP VLWXDWLRQ DQDO\VHG LQ VWDJH  DUH H[DPLQHG
alongside the conceptual models: this should be done together with 
concerned participants in the problem situation with the object of 
generating a debate about possible changes which might be introduced in 
order to alleviate the problem condition.  
(p. 177) 
The purpose of the conceptual model is to question and debate whether the activities from the 
model (the skills enlisted in the PCS framework) can be extended to the real world, how well 
they can accommodate and function in the real world, and also if alternative and better ways of 
GRLQJWKHPFDQEHVXJJHVWHG7KHVHµFRQIURQWDWLRQV¶(Checkland & Poulter, 2010, p.176) should 
FRPSULVH WKH µKRZV¶ DQG µZKDWV¶ DQG WKHVH IRXU ZD\V DUH VXJJHVWHG WR FDUU\ RXW WKH
confrontations (Checkland & Poulter, 1990, p 78): 
1. Informal discussion.  
2. Formal questioning (during interviews). 
3. Scenario writing based on 'operating' the models. 
4. Trying to model the real world in the same structure as the conceptual models (and hence 
compare them). 
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In this research, the first two suggestions by Checkland and Poulter (1990) will be implemented. 
A heavier emphasis will be put on formal questioning during interview sessions with the 
stakeholders involved.  
Stage 6: Defining feasible and desirable change 
Stage 6 and 7 are concerned with the implementation of changes to improve the problem 
situation. In practice, SSM is not as linear as described here. Often iterations are carried out and 
the debate generated in stage 5 thus draws the attention back to the initial analysis and root 
definitions. This has taken place in this study during the second interview sessions, when the 
stakeholders have the chance to look back at what has been discussed during the earlier interview 
and validate the framework by giving more feedback and criticism.  
The PCS framework produced must be systemically desirable as a result of the insight gained 
from selection of the rich picture (earlier interviews), root definitions and conceptual model 
building. In addition, Checkland (1981) insists that it must also be culturally feasible given the 
characteristics of the situation, the people in it, their shared experiences and their prejudices 
(Checkland, 1981; pp. 181). There are three areas where Checkland suggests that possible 
changes can occur: in (organisational) structures, in procedures (activities), and in 'attitudes' 
including changes in influence, expectations, roles, etc. (Checkland, 1981; pp.180).  
In defining feasible and desirable changes, focused semi-structured interview will be held. The 
respondents will debate and accommodate the PCS listed in the framework. The focused semi-
structured interview will be discussed in the sub-chapter below.  
Stage 7: Taking action 
Because SSM enables learning and understanding, the method is a part of the process of 
transformation (change) to a new desirable system state. Elliman and Orange (2000) recommend 
SSM as an approach to facilitate effective change and to improve work practice. In their 
research, they observed that a soft systems approach allows the exploitation of individual and 
socially constructed group knowledge and experience. This is important since stakeholders in 
this research, namely company personnel, policy makers in the Malaysian Government and 
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instructors in academia, can express their ideas and experience of the needed PCS through the 
effective use of SSM.  
In various research studies, many agree that stage 7 may seem to be the last stage, but in human 
activity systems an apparent improvement simply creates a new situation which unsurprisingly 
creates new problems (Delbridge, 2011; Morcos & Henshaw, 2009; Tajino & Smith, 2005). The 
SSM model, in good practice, is cyclic and continual.  
All in all, SSM was conceived as a framework for the inquiry into ill-structured situations. It 
µ«SURYLGHVDJHQHUDOVHWRIFRQFHSWVDQGDQLQWHOOHFWXDOIUDPHZRUNIRUDUWLFXODWLQJWhe search for 
µLPDJHVRIUHDOLW\¶ZKLFKDUHUHOHYDQWWRWDNLQJSXUSRVHIXODFWLRQZLWKLQVRPHSUREOHPVLWXDWLRQ¶ 
/HGLQJWRQ	'RQDOGVRQS&KHFNODQG¶V-stage model progresses from finding out 
about a situation to taking action to improve it. During stages 1 and 2 the problem is still 
unstructured and expressed by the participants in a rich picture. Stages 3 and 4 involve systems 
thinking. Root definitions and conceptual models of possibly relevant systems are developed. 
6WDJHV  DQG  DLP DW µfind(ing) a version of the real situation and ways to improve it which 
different people with different worldviews can nonetheless live with¶ (Checkland and Poulter, 
2006, p. 54). There are different ways to achieve this activity, but an approach used heavily is the 
one used in the present research: formal questioning during interview sessions (Checkland and 
Poulter, 2006). Finally, the last stage involves applying the debated and reviewed model in the 
real world. 
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3.5 Research Design 
The research used three procedures, shown below, to accumulate and analyse data for creating 
the Professional Communication Skills (PCS) framework.  
 
 
 
 
 
 
Procedure 1, which aimed at answering the first research question, takes place in Stage 4, while 
Procedures 2 and 3 which answer the second research question take place in stage 5 and 6. The 
position of research design in Stages 4 and 5 of the SSM is shown in the highlighted areas in 
Figure 3.4. 
In stage 4 of the SSM (see Figure 3.4); the conceptual model is the initial PCS framework which 
LVFROODWHGXVLQJDµIRUPDOV\VWHP¶WKH&RPPXQLFDWLYH&RPSHWHQFH0RGHO6HHDQG
DQG µRWKHU V\VWHPV¶7KH LQIRUPDWLRQFROOHFWHG IURP µRWKHU V\VWHPV¶ FRPHV IURP LQGXVWU\ WKH
government, academia as well as the formal government documents. In stage 4, Procedure 1 ( 
Table 3. 3 Research Design: Procedure 1 
Procedure I (to answer RQ1)  
) takes place: 
Table 3. 3 Research Design: Procedure 1 
Procedure I (to answer RQ1)  
1 
Problem situation or area of 
concern unstructured 
Root definition of 
relevant systems 
Conceptual model 
Formal systems Other systems 
Real world/system 
world comparison 
Feasible/desirable changes 
Action to 
improve 
Real world 
Conceptual 
2 
 
7 
6 
5 
4 
3 
4 4
Problem situation or area 
of concern structured 
2 
3 
4 
4a 4b 
5 
6
 4 
 
7 
Real World 
Conceptual world 
Figure 3. 4 Research Design incorporated with SSM. 
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The PCS Framework is developed through the following process; 
1 Conceptualise, collate and systematically organise professional communication skills 
proposed by industry according to a theoretically supported mapping. 
2 Conceptualise, collate and systematically organise professional communication skills 
proposed by government agencies according to a theoretically supported mapping. 
3 Conceptualise, collate and systematically organise professional communication skills 
proposed by academia according to a theoretically supported mapping.  
4 Conceptualise, collate and systematically organise professional communication skills 
proposed by formal government documents according to a theoretically supported mapping.  
5 Overlay and merge the four theoretical maps above to construct the PCS framework.  
 
Meanwhile, in stage 5 of the SSM (See Figure 3. 4) the initial PCS framework was reviewed 
during the second meetings with the interviewed stakeholders. During these sessions, the 
respondents were invited to comment on the PCS framework and add more information that 
might be absent or overlooked. In stage 5, where comparison between conceptual and the real 
world takes place, the preliminary framework was also given to the experts in the field of 
TESOL, assessment and higher education (See 4.3.2 Peer debriefing by experts) to ensure 
research credibility, dependability and confirmability.  The procedures in Stage 5 are grouped as 
procedure 2 (See Table 3. 4) in the research design. 
Table 3. 4 Research Design: Procedure 2 
Procedure 2 (to answer RQ2) 
The validation of the PCS framework will be carried out through; 
1. Review of the PCS framework by the human resource managers interviewed. 
2. Review of the PCS framework by recruitment officers from government agencies. 
3. Review of the PCS framework by academics teaching professional communication 
skills in Malaysian universities (three public universities and one private university). 
4. Review of the PCS framework by three subject matter experts. 
 
Once feedback and advice were gathered from the industries, government agencies, academia 
and experts, the PCS framework was reviewed and realigned based on the reports from the 
second meeting. This third and final procedure within the research design helped to form a well-
defined and valid PCS Framework to be used in Malaysian HE institutions. Looking at the SSM, 
this process took place in Stage 6 where feasible and desirable changes made by the respondents 
were incorporated in the PCS framework.  
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3.6 Setting  
In this research, three main groups of participants were included and the stakeholders were from 
companies, government of Malaysia and academia. Looking at the rich picture (Figure 3.2) these 
three groups of respondents were the groups which have the strongest position in helping to 
solve the issues of Professional Communication Skills.  
It is important to clearly define the population that the survey is attempting to describe. A 
distinction is usually required between the desired target population, or the population that one 
would wish to cover in the survey, and the defined population ± a restriction on the desired 
population due to the practical difficulties.  The target population of this research is as follows: 
Stakeholder 1 - Companies: The notion of a graduate job is now so varied that it might be simply 
defined as any job where many of its incumbents are graduates. Hence, it is important to consider 
the orientation and aspirations of different types of employers chosen to be the representatives of 
Malaysian companies. The Malaysian Industrial Development Authority (MIDA), which is the 
government's principal agency for the promotion and coordination of industrial development, 
reports that the top three key industries in Malaysia are the service, manufacturing and 
agriculture sectors (MIDA, 2012). In the Malaysia Investment Performance Report 2011, it is 
reported that the service industry was responsible for 49.3 per cent of the GDP (MIDA, 2012).  
Hence, the sample of participants in the three phases of data collection was selected based on the 
UDQGRP VDPSOLQJ RI FRPSDQLHV GUDZQ IURP WKH GLIIHUHQW FOXVWHUV RI LQGXVWU\ LQ 0,'$¶V
FODVVLILFDWLRQ7KHFKRLFHRIWKHVHLQGXVWULHVZDVLQOLQHZLWKWKH1HZ(FRQRPLF0RGHO1(0¶V
characteristics of Malaysia in 2020.  
3.7 Research Methods 
This research adopted the SSM seven-stage process whereby &KHFNODQG¶V PRGHO SURJUHVVHV
from finding out about a situation to taking action to improve it. During stages 1 and 2 the 
problem was still unstructured and expressed by the participants in a rich picture. Stages 3 and 4 
involved systems thinking, which requires the adaptation and implementation of communication 
models and theories. Root definitions and conceptual models of possibly relevant PCS system 
were developed. During stage 5, a comparison between the conceptual model in Stage 4 and the 
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real world took place, while stages 6 and 7 were concerned with the implementation of the 
changes to improve the problem situation.  
During these stages, ATLAS.ti software was used to review related literature as well as to locate 
themes, variables and their meaning related to PCS in current literature (see 3.7.3 ATLAS.ti 7.0 
as Computer-Assisted Qualitative Data Analysis Software for further explanation). Interviewing 
respondents will be the main source of information collection. These two methodologies will be 
described below.  
3.7.1 Focused Semi-structured Interview 
This technique, focused semi-structured interviews, was used to collect qualitative data by 
setting up a situation that allows a respondent the time and scope to talk about their opinions on 
the Professional Communication Skills needed by graduates. Using the rich picture and 
conceptual framework discussed earlier, respondents were asked open-ended questions prepared 
earlier by the researcher and some questions that arose naturally during the interview (See 
Appendix A). The objective was to understand the respondent's point of view rather than make 
generalisations about the issue of PCS. The respondents involved in these sessions were 
representatives of Malaysian companies, government agencies, members in academia as well as 
subject experts. The PCS required by the participants were discussed in depth with each 
interviewee. All of the interviews took place during working hours and took place in the 
LQWHUYLHZHHV¶UHVSHFWLYHRIILFHV 
Table 3. 5 Elements of Focused Semi-Structured Interview 
Element Focused semi-structured interview 
Format Face-to-face 
Size 1-3 person(s) 
Length 1.5 to 2 hours (2 sessions, pre and post) 
Participants Selected, by invitation only. 
Characteristics of policy makers. 
Form of data Conversation (including tone of voice) 
Body language 
Data collection Audio recording. 
Transcriptions.  
Moderator Flexible yet focused. 
Uses interview guide; modify based on pilot and 
early sessions. 
Formats of reporting Selected quotations. 
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Analysis of repeated themes.  
Software to analyse data ATLAS.ti 7.0 
 
$IWHUHDFK LQWHUYLHZDQRYHUYLHZRI WKH LQWHUYLHZHHV¶SHUFHSWLRQVDQGDQ\RWKHUSRLQWV UDLVed 
were recorded in the PCS template so they could be discussed at subsequent interviews. The 
outcomes of the discussion and the results of acceptable PCS and how they should be achieved 
were tabulated.  
3.7.2 ATLAS.ti 7.0 as Computer-Assisted Qualitative Data Analysis 
Software (CAQDAS) 
In particular, the use of ATLAS.ti 7.0 facilitates the triangulation of different data collection 
techniques, mainly through its capability of assigning different primary documents under the 
VDPHµ+HUPHQHXWLF8QLW¶$VPHQWLoned earlier, in ATLAS.ti 7.0 several formats of data (text, 
graphic, audio, and videoFDQEHSOXJJHGLQXQGHUWKHVDPHµ+HUPHQHXWLF8QLW¶$FFRUGLQJWR
Lewis (2004) ATLAS.ti imports rtf-format files containing a mix of text, tables, and photos with 
a high degree of success. In addition, ATLAS.ti 7.0 allows the exportation of codes and code 
families as an SPSS syntax file that can be analysed in a quantitative way. Using ATLAS.ti 7.0 
therefore enhances reliability through triangulation of methods and techniques of data collection.  
Secondly, in this study, the contributions of other qualitative data analysis experts were sought as 
a strategy for enhancing reliability. In qualitative data analysis, two types of reliability that 
researchers should focus on are: Intra-coder reliability ± which consists of consistency in the 
codes of a single coder and Inter-coder reliability ± which consists of consistency between the 
codes when two or more data analysts are involved in the process. In this research, part of the 
gathered data was given to another researcher for a member-checking process and for separate 
coding. A comparison of the coding carried out was then made. A third person, another expert in 
qualitative data analysis, was afterwards used to carry out an expert check on consistency and 
agreement of the codes. In this endeavour, ATLAS.ti 7.0 was useful because, first of all, the 
whole data set with the codes is portable. In addition, ATLAS.ti 7.0 allows for flexibility of 
merging and managing the coding carried out independently by several researchers. Such 
capabilities are of great importance in enhancing reliability. During one of the peer debriefing 
sessions with an expert, she requested to see the data and was impressed with the organisation it 
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offered in assembling all data needed in this study by using one HU. More detailed explanations 
RQWKHXVHRIWKLV&$4'$6LQWKLVUHVHDUFKZLOOEHH[SODLQHGLQµ7KH6WXG\¶V7UXVWZRUWKLQHVV¶
(subchapter 3.8) as well as in the next chapter where the data collection stages are explained in a 
more thorough manner.  
3.8 Sampling Design 
Two sampling designs were implemented in this research for different groups of stakeholders. 
They were judgement and convenience sampling. 
First, judgement sampling (also known as purposeful sampling (Ross, et.al., 2005)) was 
implemented in choosing the participants from companies and Malaysian government ministries,  
where the researcher actively selected the most productive sample to answer the research 
questions. Choosing the right participant was based on the researcher's practical knowledge of 
the research area, the available literature and evidence from the study itself. From the current 
literature, it was gathered that the best information on PCS needed by the stakeholders would be 
from the human resource managers and also the industrial training liaison officers in academia 
who gather in depth information right from the source. This was a more intellectual strategy than 
the simple demographic stratification of epidemiological studies, though age, gender and social 
class might be important variables (Marshall, 1996). The process of judgement is based on the 
DVVXPSWLRQWKDWWKHUHVHDUFKHULVDEOHWRVHOHFWHOHPHQWVZKLFKUHSUHVHQWDµW\SLFDOVDPSOH¶IURP
the appropriate target population (Marshall, 1996, p. 78). Secondly, the convenience sampling 
technique was chosen because it involved the selection of the most accessible subjects. It was the 
least costly to the researcher, in terms of time, effort and money. Time factors and availability 
were also issues that had to be considered since many of these human resource and government 
officers had tight schedules.  
Stakeholder 1 ± Malaysian Companies: In this research, the first desired target population was 
the employers from Malaysian companies. Since the number of such employers is vast, the 
defined employer population will come from the services, manufacturing and agriculture sectors, 
which are the three key sectors in Malaysia. The components of these three key industries are 
listed in Table 3. 6. These three key sectors were reported to be the most important to the 
FRXQWU\¶VGHYHORSPHQWE\WKHMalaysian Industrial Development Authority (MIDA). 
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Table 3. 6 Malaysia's Key Industries and its components. 
Key Industries Components Respondents in 
this study 
Services x Tertiary Education 
x Transportation (Ports, Airports 
and Shipping)  
x Finance (Head Offices)  
x Telecommunications and 
Courier (Head Offices)  
x Health  
 
A1, A2, A3, A4 
C4, C6 
 
C7 
C9 
 
G2 
Manufacturing x Food Processing 
x Chemicals, Petroleum & 
Pharmaceuticals (to include 
the oil and gas industry)  
x Rubber and Plastic Products  
x Automotive  
x Electrical & Electronic  
 
C1, C5 
C3 
 
 
- 
C2 
- 
Agriculture x Food Subsector (Fisheries, 
Livestock, Vegetables and 
Fruits)  
C8, C10 
 
Stakeholder 2 ± the Government of Malaysia: To understand the hopes and desires of the 
Malaysian government on the issue of PCS, two main ministries were chosen as participants in 
this research. The Ministry of Higher Education and the Ministry of Human Resources were the 
two selected participants since these ministries are the link between graduates and academia, as 
well as companies. In addition, the Public Services Commission of Malaysia was also involved 
in this research, since it acts as the human resource centre for all public sector agencies. 
Stakeholder 3 ± Academia: The pre-determined population representing Malaysian Academia 
were lecturers who implement the communication skills syllabi from three universities (2 
national and one international). The universities chosen were Universiti Kebangsaan Malaysia 
(UKM), Universiti Malaysia Terengganu (UMT) and University College Sedaya International 
(UCSI). Some of the lecturers chosen as respondents held the position of industrial training 
liaison for the faculty.  
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3.9 Instrument Development 
This research aims to provide results that are valid, reliable, sensitive, unbiased and complete. 
Therefore, it was important to be certain that the instruments used actually measure the concepts 
RUEHKDYLRXUV WKDWVKRXOGEHPHDVXUHG WKDW WKHGDWDSURGXFHG UHSUHVHQW µWUXH¶YDOXHV )RZOHU
1995, p. 45) for these measures and do not contain too much random variability; that the 
questions are sensitive enough to measure important real differences or changes; and that the 
study covers all the dimensions of the topic under investigation. Instrument development was 
vital in obtaining quality data. In any research, the instruments are critical in answering the 
research questions. Thus, the instrument must be valid (measure what it says it measures) and 
reliable (reports the same result when administered again).  
In this qualitative research, precise questioning of the respondents was vital in getting valid and 
reliable answers. Hence, one of the essential issues to be considered pertained to language. 
Language is a factor that needs to be borne in mind when developing questions and undertaking 
surveys. It was important that the words that were used were acceptable to the respondents. The 
existence of different perspectives of different groups in the population, such as the perspectives 
of different generations, ethnic groups and levels of education, can be a barrier to consistent 
measurement. If respondents are upset and antagonised because of the use of language that they 
find offensive for whatever reason, they are less likely to answer the question in an honest 
manner. Thus, quality of response would be affected. The issue of language is therefore 
important, and should be addressed both in developing the interview questions and also in 
training the interviewers. Furthermore, asking poor questions or not having well-trained 
interviewers would give rise to poor results (Creswell, 1998, p. 73).  
The interview questions were developed from the information gathered from the process of 
EXLOGLQJWKHSUREOHPDWLFµULFKSLFWXUH¶7KHTXHVWLRQVZHUHWKHRXWFRPHIURPV\QWKHVLVLQJDYDVW
amount of literature on the needs of the stakeholders and the issues of employability. Testing and 
validation of interview questions could save a large amount of resources if errors or problems are 
detected and corrected before the main survey. At the extreme end of the scale, systematic errors 
which are not corrected at the testing stage of the survey development and get through to the 
final survey would make the questions unfit for the purposes that they were designed for.  
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3.9.1  Forms of the pilot study 
In this research, testing techniques involved pre-testing or/and pilot testing. Pre-testing involved 
investigation of possible data quality issues, while pilot testing, also called field testing, was 
conducted after the pre-testing had produced a set of interview questions that was ready to be 
tested systematically on a set of respondents. Both types of testing provide information on 
interview time, and could be used to fine tune the survey cost estimates, and refine the sample 
size to fit a fixed budget if needed (Marshall, 1996). It also helped the researcher to locate the 
issues that had not been answered and are considered essential in answering the research 
questions.  
Pre-testing 
Pre-WHVWLQJRUµWU\LQJRXW¶RIDSDUWLFXODUUHVHDUFKLQVWUXPHQWJLYHVDGYDQFHZDUQLQJDERXWZKHUH
the main research project could fail, where research protocols may not be followed, or whether 
proposed methods or instruments are inappropriate or too complicated (van Teijlingen & 
Hundley, 1998). Pre-testing questions enabled the researcher to establish whether:  
x respondents understand the question, concept or task, 
x that they do so in a consistent way, and,  
x in the way the researcher intended. 
Pre-testing also helped the researcher to be aware of the measurement errors that could occur. 
Measurement errors helped to identify how and where the interview questions fail to achieve the 
measurement purpose. Oksenberg et al (1991) listed the components of measurement errors as in 
Table 3. 7. 
 
Table 3. 7 Components of measurement errors  
 
Comprehension problems  x Use of vocabulary 
x Complex sentence structure 
x Not understanding the nature of 
the tasks and the rules to 
respond 
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Validity problems  x Respondents interpreting the 
same questions in different 
ways, or 
x The same way but not in the 
way the researcher intended. 
Processing difficulties x Respondents may be unwilling 
or unable to retrieve the 
information necessary to 
answer the question. 
Pronunciation or/and 
Communication problem 
x These may affect both 
interviewers and respondents 
 
In this research, the pre-testing technique chosen was a cognitive interview. A cognitive 
interview is an in depth one-on-one interview. It is a diagnostic tool for pre-testing instruments 
such as interviews. It focuses mainly on the questions rather than on the survey process, paying 
explicit attention to the mental processes respondents use to answer survey questions and thus 
allows covert as well as overt problems to be identified (Creswell, 1998, p. 113).  
In addition, this technique was used to assess how respondents formulate answers and understand 
questions and concepts, the range of likely answers to a question and the level of knowledge 
needed to answer a question accurately. Thus, this technique allowed both the source of, and 
reason for, an error in the questions within the interview protocol to be identified. A cognitive 
interview is qualitative and flexible in nature, being complementary to, rather than a replacement 
for, traditional field testing or piloting. Collins (2003) offers a comprehensive guide to help 
novice researchers executing cognitive interview as a pre-testing tool. She suggests two main 
cognitive techniques: 
x think aloud interviewing, and  
x probing. 
These two methods involve an interviewer asking the respondent about how she or he went about 
answering the survey question. She sums up the key difference between the two techniques in  
 
Table 3. 8.  
 
 
101 
 
Table 3. 8 Key differences between think-aloud and probing techniques 
 
Think-aloud Probing  
Respondent-driven Interviewer-driven 
Lower burden on interviewer as 
respondent does most of the talking 
Lower burden on respondent, as 
respondent responds  to inter- 
YLHZHU¶VTXHVWLRQV 
Can make the interview more 
difficult for the respondent 
Can make the interview easier for 
the respondent 
&ROOLQVDOVRVXJJHVWVVRPHSURELQJTXHVWLRQVLQKHUµFRJQLWLYHPHWKRGWRRONLW¶WRH[SORUH
comprehension, retrieval, judgement and response processes. These probing questions (as in 
Table 3. 9) were also used to investigate sources of measurement error and later provided an 
improvement of the actual interview schedule. 
Table 3. 9 Examples of cognitive probes. 
Think-aloud/General  How did you go about answering that 
question?  
 Tell me what you are thinking? 
 I noticed you hesitated before you 
answered ± what were you thinking 
about?  
 How easy or difficult did you find this 
question to answer? Why do you say 
that? 
Comprehension  What does the term X mean to you?  
 What did you understand by X? 
Retrieval  How did you remember that?  
 Did you have a particular time period in 
mind?  
 How did you calculate your answer? 
Confidence judgment   How well do you remember this? 
 How sure of your answer are you? 
Response  How did you feel about answering this 
question?  
 Were you able to find your first answer 
to the question from the response options 
shown? 
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In this study, the pre-testing was done twice and the probing technique was found useful in 
identifying some vague and redundant questions in the initial interview schedule which were 
subsequently rephrased.  
Pilot testing 
The term pilot testing or pilot study refers to mini versions of a full-scale study (also called 
µIHDVLELOLW\¶VWXGLHVDVZHOODVWKHVSHFLILFSUH-testing of a particular research instrument such as 
an interview schedule (van Teijlingen & Hundley, 1998). The primary aims of the pilot study 
were to test the survey instruments and its operational procedures. Analysis of the field trial data 
was undertaken to check that the survey items were performing correctly in measuring the 
outcomes of interest. The experience with the pilot study operations was used to refine 
instruments and procedures for the main survey. All in all, the main objectives of pilot testing 
were to assess: 
Questions / instrument design 
Written instructions for interviewers 
Interviewer training manuals and delivery of training 
Timing/costing of the survey 
Processing systems/Computer assisted qualitative data analysis software (CAQDAS) 
3.10 7KH6WXG\¶V7UXVWZRUWKLQHss 
Morse et al. (2002) argue that qualitative researchers should reclaim responsibility for reliability 
and validity by implementing verification strategies and self-correcting during the data collection 
process. They emphasise the execution of rigor or thoroughness within each qualitative design, 
and move the responsibility for incorporating and maintaining reliability and validity from 
H[WHUQDOUHYLHZHUV¶MXGJHPHQWVWRWKHLQYHVWLJDWRUVWKHPVHOYHV7RELQand Begley (2004) write: 
µRigour is the means by which we demonstrate integrity and competence, a way of 
demonstrating the legitimacy of the research process. Without rigour, there is a danger that 
research may become fictional journalism, worthless as contributing to knowledge¶ (p. 390). 
Some researchers suggest adopting new criteria for determining reliability and validity, and 
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hence ensuring rigor, in qualitative inquiry (Lincoln & Guba, 1985; Leininger, 1994; Rubin & 
Rubin, 1995). 
Guba and Lincoln substitute reliability and validity with the parallel concept of 
³WUXVWZRUWKLQHVV´ FRQWDLQLQJ IRXU DVSHFWV FUHGLELOLW\ WUDQVIHUDELOLW\ GHSHQGDELOLW\ DQG
confirmability. Within these are specific methodological strategies for demonstrating qualitative 
rigor, such as the audit trail, member checks when coding, categorizing, or confirming results 
with participants, peer debriefing, negative case analysis, structural corroboration, and referential 
material adequacy (Guba & Lincoln, 1981; Lincoln & Guba, 1985; Guba & Lincoln, 1982).  
3.10.1 Lincoln and Guba's Evaluation Criteria 
Lincoln and Guba posit that trustworthiness of a research study is important to evaluating its 
worth.  Trustworthiness involves establishing:  
Table 3. 10 'Trustworthiness' criteria (Lincoln and Guba, 1985) 
 
Credibility Confidence in the 'truth' of the findings 
Transferability Showing that the findings have applicability in other 
contexts 
Dependability Showing that the findings are consistent and could be 
repeated 
Confirmability A degree of neutrality or the extent to which the findings 
of a study are shaped by the respondents and not 
researcher bias, motivation, or interest. 
  
Lincoln and Guba designated a series of techniques that can be used to conduct qualitative 
research that achieves the criteria they outline.  In this research, their techniques are adopted so 
as to achieve trustworthiness in qualitative research and are explained as follows.  
Credibility assurance 
In assessing the credibility of this research, among the techniques used for enhancing credibility 
during data collection was triangulation across sources. Since the construction of interpretation 
in ethnographic fieldwork begins during data collection (Glaser and Strauss, 1967), the 
techniques for enhancing credibility in interpretation formation also begin in the field. These 
techniques include regular negative case analysis and triangulation across researchers. The 
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technique for enhancing credibility that is considered crucial is member checks. Each of these 
will be discussed and evaluated in this section. 
Triangulation  
Triangulation across sources requires the researcher to develop evidence for an interpretation 
from interaction with several informants and several types of informants as the purposive 
sampling plan unfolds (Creswell, & Miller, 2010). Triangulation of sources examines the 
consistency of different data sources from within the same method.  Within this study, the 
sources of primary data were the opinions of human resource managers of Malaysian multi-
national companies, heads of agencies from the Malaysian government as well as the lecturers in 
academia. As a validity procedure, triangulation was a step taken by the researcher employing a 
systematic process of sorting through the data to find common themes or categories by 
eliminating overlapping areas. ATLAS.ti was used to provide corroborating evidence collected 
through interviews and documents to locate major and minor themes. The narrative account was 
valid because the researcher went through this process and relied on multiple forms of evidence 
rather than on a single incident or data point in the study. Moreover, the respondents came from 
different fields of expertise and backgrounds which ensured a spread of views in the study. 
Another method that was used in this study to increase the credibility and dependability of the 
study was the code-recode procedure. This procedure was done during the data analysis phase of 
the study following Krefting (1991), who suggests that after coding a segment of data (for 
instance Code A), a minimum of two weeks interval should be given before recoding it over 
again (Code B), as if coding it for the first time. Results from Code A and Code B are then 
compared and discussed. This technique was helpful in auditing thoughts and during data 
analysis. The incongruent codes were highlighted and discussed in depth with an impartial 
colleague (see Appendix E for details) who has experience with qualitative methods in order to 
PLQLPLVHELDVDQGPLVMXGJHPHQWRQWKHUHVHDUFKHU¶VSDUW)LJXUHEHORZGHVFULEHVWKHDJUHHd 
FRGHVIRUWKHFRPSRQHQWRIµNQRZOHGJHRIFRJQLWLRQ¶DIWHULWZHQWWKURXJKWKHFRGHDQGUHFRGH
procedure. All five components of knowledge of cognition (namely content knowledge, cultural 
competence, linguistic competence, tasking skills and critical skills) are from the 
Communication Competence Model (CCM) by Morreale, Spitzberg and Barge (2007). The 
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LQFRQJUXHQW FRGHV ZHUH GLVFXVVHG ZLWK DQ LPSDUWLDO UHVHDUFKHU IRU LQVWDQFH µFRXUWHV\¶ DQG
µEHLQJFLYLO¶ZLWKLQWKHFRPSHWHQFHFRPSRQHQWand a more pertinent and apt code was generated 
LQ WKLV FDVH µSROLWHQHVV¶ ,Q )LJXUH  WKH VXEFRPSRQHQWV ZHUH WKH DJUHHG FRGHV DIWHU
undergoing the code-recode process as well a discussion with another impartial researcher. 
  
Figure 3. 5 Result after the code-recode process. 
 
In ATLAS.ti 7.0, data was collected in written text format and digital voice recordings. Coding 
and the triangulation processes can be carried out through the use of ATLAS.ti 7.0 much more 
systematically and rigorously in comparison to manual coding since interview recordings, annual 
reports, Human Resource documents, government policies and documents from academia were 
FRPSLOHGWRJHWKHULQDµ+HUPHQHXWLF8QLW¶ (HU). ATLAS.ti 7.0 offers various tools to search the 
106 
 
coded texts, to find similarities and dissimilarities, to explore the whole project (usually referred 
as the HU or to retrieve specific quotations in order to support theory building. 
Peer debriefing  
Peer review or debriefing is a review of the data and research process by someone who is 
familiar with the research or the phenomenon being explored. A peer reviewer provides support, 
SOD\VGHYLO¶VDGYRFDWHFKDOOHQJHVWKHUHVHDUFKHU¶V assumptions, pushes the researcher to the next 
step methodologically, and asks hard questions about methods and interpretations (Lincoln & 
Guba, 1985). In addition, peer debriefers can provide written feedback to researchers or simply 
serve as a sounding board for ideas. In this research, the set of interview questions was verified 
with the supervisor a few times to ensure that the questions would answer the needs of the 
research. Peer debriefing helped to restructure the overemphasised and underemphasised points 
as well to clarify any vague descriptions within the interview protocol. By seeking the assistance 
of peer debriefers, researchers add credibility to a study (Creswell & Miller, 2000).  
Additionally, experts from the fields of TESOL, policy and assessment in HE were also included 
for the validation process. Meetings with these experts were held after completing data analysis 
and the member-checking process with respondents. These meetings were held in order to obtain 
feedback in order to amend overlooked points and reflect on the information given by the experts 
and subsequently, investigate other alternatives in the research process. In this study, three 
experts from the field agreed to take part in the validation process (See Appendices B, C and D 
for their profiles). During the meeting with Expert B, she emphasised the sharing of problems 
and insights faced during the study. Though it seemed to be intrusive at first, it was discovered 
that the session facilitated in clarifying obscure steps and thoughts in carrying out the steps, 
particularly in highlighting the result in Chapter 5. Ingenious suggestions which were developed 
during the discussion sparked more ideas and in all conscience, this peer examination method did 
EXLOG XS WKH UHVHDUFKHU¶V RZQ FRQILGHQFH LQ WKLV VWXG\ VLQFH WKHVH H[SHUWV ZHUH H[WUHPHO\
helpful, offering generous constructive feedback. 
Additionally, since two of the experts are specialists in qualitative studies, they queried the 
techniques used to ensure the trustworthiness of the research. Expert A requested to see the codes 
XVHG IRU D SDUWLFXODU VXEFRPSRQHQW RI WKH µFRPPXQLFDWLRQ VNLOO¶ 7KLV FRGLQJ VFKHPH 6HH
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Figure 3.6) was shown, explained and exemplified to her during the half-day meeting. Though it 
was an impromptu request, Expert A was satisfied with its rigour and the thoroughness of the 
process used to achieve the coding scheme. She was also satisfied with the aptness of the codes 
used. However, ExpHUW$RQO\ORRNHGLQWRWKHVXEFRPSRQHQWRIµFRPPXQLFDWLRQVNLOOV¶DQGQRW
other subcomponents.  
 
Figure 3. 6 &RGHVXVHGIRUµFRPPXQLFDWLRQVNLOO¶. 
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Member-checking 
Member-checking is considered an important part of the validation process, where data, 
interpretations and conclusions are tested with the participants from whom the data were 
originally obtained. Lincoln and Guba (1985) posit that this is the most crucial technique for 
establishing credibility since for them credibility is to return data to the subjects for verification 
(Lincoln and Guba, 1985). This process provides an opportunity for participants to correct errors 
and challenge what are perceived as wrong interpretations and also provides the opportunity to 
volunteer additional information which may be stimulated by the playing-back process 
(Wallendorf & Belk, 1989). In addition, member checking allows respondents to assess the 
adequacy of data and findings as well as to confirm and summarise preliminary findings.  
During this study, the importance of this technique was tested. One respondent from this study 
denied not one but many of the facts which had been highlighted as the findings of the study. By 
recapitulating the previous interview by playing back each refutation she made on the recording 
stored in ATLAS.ti 7.0 (see Figure 3.7 for graphic explanation on how codes connect to voice) 
and a discussion held after each playback it was shown that the respondent did mean what she 
had said in the earlier interview and she admitted that she had failed to recall those occasions.  
 
Figure 3. 7 Member checking: Codes connect to voice recordings 
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Morse (1994) and Angen (2000) offer comprehensive critiques of the use of member checks for 
establishing the validity of qualitative research. Firstly, they argue that the process of member-
checking may lead to confusion rather than confirmation because participants may change their 
minds about an issue; the interview itself may have an impact on their original assessment, and 
new experiences (since the time of contact) may have intervened. This may lead to respondents 
disagreeing with researcher's interpretations. However, in this research, change of mind and 
debating about the PCS issues were considered healthy since they helped to build a better PCS 
framework. Restructuring their thoughts and needs relating to PCS helped to keep the framework 
updated and revalidated. This study also discovered that member-checking created a more in-
depth discussion between researcher and respondents on the current findings. This phase creates 
healthier and more sincere discussions since it increases the UHVSRQGHQWV¶ belief in and trust of 
the researcher.  
Angen (2000) adds that both researcher and stakeholder groups in the research may have 
different stories to tell and agendas to promote, and as a result, conflicting ways of viewing 
interpretations will occur. Nonetheless, in this particular research, the outcome had been clearly 
stated and it created a win-win situation for all parties involved. Findings from this study will 
facilitate the moulding of graduDWHVDFFRUGLQJWRVWDNHKROGHUV¶QHHGVVRWKDW0DOD\VLD+(,VFDQ
generate high quality human capital with highly-skilled labour which is knowledgeable and 
innovative.  
During the member-checking procedure in this research, another meeting was held with the 
respondents to double-check and validate their statements in the interview sessions. In this 
second meeting, an initial PCS framework was shown to them to be discussed and validated. 
Though it was anticipated that there would be some disputes or contests of the initial PCS 
framework, the discussions and deliberations followed by in-depth, meaningful dialogue were 
deemed beneficial. Two of the respondents refuted many of the findings, saying that the 
statements were not theirs, but after putting the voice recorder back on, they admitted that they 
had failed to recall those statements, and then agreed to the findings indicated within the initial 
PCS framework. Therefore, having the voice recordings, transcriptions and codes placed in one 
single HU was especially useful when some of the respondents queried the initial PCS 
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framework and it was proven that in this research, ATLAS.ti helped to ease the validation 
process.  
All respondents who had been interviewed were then presented with the first draft of the PCS 
framework. Only one respondent could not be met face to face, so a Skype meeting was 
arranged. Respondents gave feedback on the framework ± the words or phrases used, as well as 
the way it was displayed. The feedback was not only essential in improving the framework but 
more importantly it enabled them to validate their own thoughts and ideas which were expanded 
in the PCS framework. 
Transferability assurance 
Thick description 
Creswell and Miller (2010) evaluate another procedure for establishing credibility in a study by 
describing the setting, the participants, and the themes of a qualitative study in rich detail. 
AccordLQJ WR 'HQ]LQ  µthick descriptions are deep, dense, detailed accounts. . . . Thin 
descriptions, by contrast, lack detail, and simply report facts¶ (p. 83). Payne and Williams (2005) 
aUJXHWKDWH[WHUQDOYDOLGLW\GHSHQGVRQµWKLFNGHVFULSWLRQ¶RIWKHILHOGZRUN, richness of the data 
collected and full reportage of the care used in its collection serving two purposes: firstly, to 
demonstrate reliability and internal validity in the researcKHU¶VDFFRXQW, and secondly, to provide 
the reader with information necessary to decide whether the findings might be transferable to 
other settings. Therefore, it is imperative for social researchers to provide a full description of 
how data collection and analysis has been carried out in qualitative research. 
To use this procedure for establishing credibility, researchers employ a constructivist perspective 
to contextualize the people or sites studied. The process of writing using thick description is to 
provide as much detail as possible. It may involve describing a small slice of the interaction, 
experience, or action; locating individuals in specific situations; bringing a relationship or an 
interaction alive between two or more persons; or providing a detailed rendering of how people 
IHHO 'HQ]LQ 7KH µ0HPR¶ IHDWXUHRI$7/$6WL ZDVXVHG WR UHFRUG DOOGHVFULSWLRQV
while the data was being analysed and this activity made a remarkable contribution to ensuring 
both validity and reliability (Rambaree, 2007). In addition, the descriptions were kept in the 
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µ0HPR¶LQ$7/$6WLDVDGDWDVHWWKDWFRXOGEHXVHGIRUDGGLWLRQDODQDO\VLVE\WKHVDPHRU
RWKHUUHVHDUFKHUV7KLVµ0HPR¶IHDWXUHDOORZVUHDGHUVWRPake decisions about the applicability 
of the findings to other settings or similar contexts. 
Dependability assurance 
Inquiry audit 
An audit trail is established by the researcher documenting the inquiry process through 
journaling DQG XSGDWLQJ WKH µFRPPHQW¶ section, keeping a research log of all activities, 
developing a data collection chronology and recording data analysis procedures clearly (Lewis, 
2009). As guidance, Lincoln and Guba (1985) have suggested six elements that comprise an 
audit trail.  These are outlined in Table 3.10 below, which also provides examples of each 
element.  
Table 3. 11 What is an audit trail? (Adapted from Lincoln & Guba, 1985) 
 
Audit trail element Examples 
Raw data Transcripts, audio data, videos, documents, 
photographic data, field notes, survey results, etc. 
Data reduction and analysis products 
 
Condensed notes and summaries, transcript notes, 
emerging concepts, quantitative summaries. 
Data reconstruction and synthesis products 
 
Structure of categories (themes, definition and 
relationships), findings and 
conclusions (interpretations and inferences), a 
final report with connections to the existing 
literature (on concepts and interpretations).  
Process notes 
 
Methodological notes (procedure, design, 
rationale), criteria of rigour notes (authenticity, 
trustworthiness). 
Materials relating to intentions and 
dispositions 
Inquiry proposal, reflexivity and personal notes, 
and expectations 
Instrument development Pilot work, interview and survey development of 
questions, report drafts, or feedback notes 
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Through this process of documenting a study and a review of the documentation by an external 
auditor, the narrative account becomes credible. Using ATLAS.ti 7.0, the researcher can ensure 
WKDWDOOWKRXJKWVDQGH[SHULHQFHVDUHFDUHIXOO\QRWHGDVµ0HPRV¶DQGµ&RPPHQWV¶'XULQJGDWD
collection, notes on observations concerning the context and constraints under which research 
participants were providing their data and thHUHVHDUFKHU¶VWKRXJKWVZHUHDOVRPHWLFXORXVO\NHSW
on record and used as additional memos in ATLAS.ti 7.0 under the same HU. In this way, the 
researcher tried to be critical of the social and cultural environment under which the research 
participants had been providing the data.  
Keeping the audit trail up-to-date was tremendously helpful especially during two occasions in 
this research. At some stage in the peer debriefing meetings with the experts, records on the 
primary data were requested in order to ascertain the research plans and implementation. While 
FDUU\LQJ RXW GDWD DQDO\VLV IRU WKH UHVHDUFK WKH PHPRV RI WKH UHVHDUFKHU¶V SHUVRQDO WKRXJKWV, 
interpretations, and beliefs were also written down for further considerations while constructing 
theories from the collected data.  
In principle, researchers are encouraged to reflect on and record their interpretations, and they 
are reminded that the validity of their interpretations is dependent on their being able to 
demonstrate how they were reached (Mauthner and Doucet, 2003; Mason, 1996). These sorts of 
reflexive actions are vital for rigour in qualitative social research. Using ATLAS.ti 7.0 therefore 
brings added value for rigour by providing in-built features that could be easy and simple to use. 
To demonstrate this, Figure 3.7 SUHVHQWV D VFUHHQ VKRW IURP WKH VWXG\¶V ATLAS.ti HU project 
XVLQJ WKH µREMHFW H[SORUHU¶ SURSHUW\ :KHQ RUJDQLVHG HIIHFWLYHO\ WKH SURSHUWLHV RI $7/$6WL
might enable others to see: 
Raw data 
x Easy access to the raw data (transcript, audio, photos, videos) to support each code/theme  
 Data reduction and analysis products, data reconstruction and synthesis products 
x 5HVHDUFKHU¶VDQDO\WLFDOWKLQNLQJDQGGHFLVLRQPDNLQJGXULQJWKHDQDO\VLVPHPRV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x Easy access to linked memos from codes to YLHZWKHUHVHDUFKHU¶VUHIOH[LYHQRWHVSHU
phase of the analysis, or the notes on new emergent themes 
x Easy access to view the segmented text that characterises each code/theme. 
 Process notes, materials relating to intentions and dispositions & Instrument development 
x See how the data analysis links to the wider aspects of a research project (methods, 
criteria of rigour, discussion).  
x 5HVHDUFKHU¶VUHIOH[LYHPHPRVRQµ)LHOGZRUN¶FRUUHVSRQGHGZLWKWKHPHWKRGVRIGDWD
collection. 
x 5HVHDUFKHU¶VUHIOHFWLRQVRQUHSHWLWLYHWKHPHVDQGPDMRUFRGHVZHUHµPHPR¶-ed as 
µ'LVFXVVLRQ¶ZKLFKWKHQH[SDQGHGLQ&KDSWHUZKHUHPDMRUILQGLQJVZHUHGLVFXVVHG 
x µ5HIOH[LYLW\¶PHPRWDONHGDERXWUHVHDUFKHU¶VILQGLQJVRQWKHFRQQHFWLRQVRIWKHRU\ZLWK
the analysed data, as well as other LVVXHVRQDXWKHQWLFLW\RIWKHVWXG\¶VILQGLQJV 
x Methodology issues of combining codes after intense discussion with another impartial 
researcher (See Appendix E) were made written in reflexivity memo. 
It was discovered that such organisation was very useful in helping the researcher to understand 
and make sense of the qualitative data. Analysis of qualitative data in this study was often a 
process of moving backwards and forwards. This structure facilitated the fluidity of movement as 
it allowed the researFKHU¶VSUHYLRXV WKLQNLQJ QRWHG LQPHPRV FRGHV WR LQIOXHQFH WKH FXUUHQW
emergent thoughts and HVSHFLDOO\WRGLFWDWHLVVXHVWREHGLVFXVVHGWKRURXJKO\LQWKHµ)LQGLQJV¶RI
the study.  For instance, earlier codes could be revisited to reconsider them in later stages of 
analysis and other important decisions such as combining or creating new codes were also 
further logged and compiled in the audit trail.  Including these notes within the same HU aided 
WKHUHVHDUFKHUWRYLHZDOOWKHµHYLGHQFH¶LQWKHVDPHSODce. 
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Figure 3. 8 Audit trail of this study (Screen shot from ATLAS.ti) 
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Confirmability assurance 
Lincoln and Guba (1985) again use inquiry audit and triangulation as the techniques for 
establishing confirmability. These techniques have been explained above (Please refer to 3.10.1 
Triangulation).  
3.11 Conclusion 
This chapter described the research paradigm, design and methods adopted in this study. In 
summary, this study was couched within the interpretive qualitative approach to inquiry which 
valued the partiFLSDQWV¶ SHUVSHFWLYHV XWLOLVHG their own voices to explore their needs and 
requirements of PCS which took place in their own specific contexts in order to arrive at a 
profound understanding of the case. The chapter also consisted of several sections on the Soft 
Systems Methodology and how it was applied in the research. Then, the second section provided 
a brief description of the overall research methodology design. A detailed summary of the 
research variables was provided above. The subsequent sections discussed the setting, 
participants and sampling designs that were used in this research. Next, detailed discussions of 
the two main methods used in the data collection process were provided. Finally, the issue of 
µWUXVWZRUWKLQHVV¶ ZDV GHOLEHUDWHG DIWHU D GLVFXVVLRQ RQ LQVWUXPHQWV GHYHORSPHQW DQG IRUPV RI
testing. Incorporating theory and personal experience in managing the issues of credibility, 
transferability, dependability and confirmability during this research hopefully clarify issues of 
rigour in doing this qualitative study. This research continues by looking into the process of data 
analysis and preliminary findings.  
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³0HDQLQJLVDERXWLQWHUSUHWDWLRQ,WLVDERXWXQGHUVWDQGLQJWKHZRUOGDQd ourselves not only through 
invention and discovery, but also through the rigors of re-inventing, re-examining and reconsidering´
(Faust, 2010, p. 21).  
 
 
 
Chapter 4 
Data Analysis  
4.0 Introduction 
In an attempt to answer the overarching research questions outlined at the beginning of this 
thesis, this chapter presents and discusses the common themes and patterns that emerged from 
the analysis and synthesis of data obtained from the researched subjects involved in this study. 
Specifically, this chapter reports on the findings collated from the stakeholders ± multi-national 
companies, government agencies and academia who were the main participants of this study. As 
explained in Chapter Three, data was collected through semi-structured interviews, annual 
reports, government reports and EOP course handbooks. This chapter builds on the findings on 
WKHVWDNHKROGHUV¶VWDQGSRLQWVSHUWDLQLQJWRWKHWZRJXLGLQJUHVHDUFKTXHVWLRQVDGGUHVVHGE\WKLV
study: 
RQ1. What are stakeholders and theoretical identified communication constructs that 
support the development of a PCS in English Framework? 
RQ2. :KDWDUHVWDNHKROGHUV¶DVVHVVPHQWVDERXWWKHrelevance of the PCS Framework? 
Earlier in Chapter Three, it was clarified that SSM would be the predominant theory applied 
during the data collection process.  
4.1 Data Collection Stages 
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4.1.1 Stage 1: The problem situation unstructured. 
 
 
 
 
 
 
In undertaking the seven SSM stages as mentioned above, vast literature review on opinions, 
experiences and knowledge of the related stakeholders were looked into to develop a rich 
picture. The objective was to learn about the PCS needed by Malaysian graduates, necessities 
required from the future employers and also the beliefs of the Malaysian government, 
particularly policies developed by the Ministry of Higher Education (MOHE). 'Experiencing the 
unstructured situation is recognised as a valuable part of defining both the research problem and 
the design' (Hammersley and Atkinson, 1990, p. 98). Following informal discussion with both 
the English instructors of Malaysian HE institutions and human resource staff of Malaysian 
based companies, it became very clear that there is lack of coherent information transfer between 
ERWKSDUWLHVWRGHILQHWKHLVVXHVRIJUDGXDWHV¶HPSOR\DELOLW\SDUWLFXODUO\WKHSUHFLVH3URIHVVLonal 
Communication Skills needed. This lent itself to a soft systems approach. In stages 1 and 2 the 
researcher tries to develop the richest picture possible of the problematic situation. To do so, the 
qualitative portion consisted of 15 semi-structured interview transcriptions with the stakeholders 
and 29 annual reports published between 2010 and 2013 were analysed with ATLAS.ti, based on 
the computer-assisted qualitative data analysis as described by Friese (2012). 
,QRUGHUµWRGLVSOD\WKHVLWXDWLRQVRWKat a range of possible and, hopefully, relevant choices [of 
relevant systems to be described in the following stages] caQEHUHYHDOHG¶&KHFNODQG p. 
166), Bowen and Shehata (2001) suggested to follow a set of procedures for this first stage:  
1 
Problem situation or area of 
concern unstructured 
Root definition of 
relevant systems 
Conceptual models 
Formal systems Other systems 
Real world/system 
world comparison 
Feasible/desirable changes 
Action to 
improve 
Real world 
Conceptual 
2 
 
7 
6 
5 
4 
3 
4 4
Problem situation or area 
of concern structured 
2 
3 
4 
4a 4b 
5 
6
 4 
 
7 
Figure 4. 1 Stage 1: The problem situation unstructured. 
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a. Gather and examine as much as possible from the available information.  
b. Learn as much as possible about who and what is important in the organisation. 
c. Understand as much as possible about the organisation's specific language.  
d. Pay close attention to the information about how things are done in the 
organisation. 
In ATLAS.ti as mentioned, all of the data collected from the interview sessions, recordings and 
transcriptions, as well as the annual reports from the stakeholders are placed in the HU and 
defined as "primary documents" (PD). This action is essential in order to gather and examine as 
much as possible from all information and learn as much as possible about the problems raised 
from various respondents.  
All pieces of data in PDs need to be ordered and managed. This is where the procedure called 
coding comes in as a useful strategy. By coding, quotations were linked together and form 
thematic groups. In this step, excerpts in interview transcriptions and annual reports (in the form 
of PDF files) which speak abRXWJUDGXDWHV¶ZRUNSODFH OLWHUDF\SUREOHPVwere highlighted and 
coded. With the help of the codes in this coding process, we can see the thematic contours of 
each group of quotations (Konopásek, 2008). Additionally, codes can be selected, commented, 
ordered, filtered, moved, renamed, split, and linked to each other and they can be viewed in lists, 
hierarchies  or network views (Konopásek, 2008). For this stage, in order to display the 
problematic issues brought forward from the thoughts of the stakeholders during the interviews, 
the codes are displayed using network views (See Appendix I).  
By using these coding techniques, Stages 1 and 2 of the SSM were done simultaneously. The 
problematical issues highlighted by the stakeholders were arranged and structured as shown in 
Figure 4.1, which highlighted the lacking of professional communication skills in English by the 
current graduates is noticeably a big concern from all stakeholders. This proves the concern 
highlighted earlier (Kassim & Ali, 2010; Pandian & Abd Ghani, 2005; Sahandri & Hamzah, 
2009; Sirat et al., 2007; Wahi, 2012) still exists and the issue of PCS in English has not been 
solved.  
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4.1.2 Stage 2: The problem situatioǮǯǤ 
In SSM rich picture was employed as a method of capturing the problem situation, recognising 
that different stakeholders had diverse views and experience to fit their requirements of PCS 
among Malaysian graduates. The rich picture drew attention to the degree of social interaction 
and began to focus on issues which were critical, as well as eliminating mismatches and 
disagreement associated with PCS between the stakeholders involved. The rich picture portrayed 
all the key players involved in the process and presented a structured view by putting into 
context the factors affecting the process. 
Human resource managers from seven multi-national companies, three recruitment managers in 
various government agencies, as well as English instructors from five universities in Malaysia 
brought with them different world-views into this study. The different Weltanschauungen were 
unified as groups of people who could give meaning and create definitions for PCS. From the 
interview sessions, the respondents also laid down the problems existing in the Malaysian 
workplace context faced by fresh graduates, mainly in the area of English language 
communication.  
Checkland (1981) did not provide any example or descriptions of rich pictures in his earliest 
book, but rich pictures were introduced as some kind of informal drawings accompanied by 
some describing text (Platt and Warwick, 1995). Such pictures aim to encourage a holistic rather 
than reductionist approach to appreciating the social context of the organisation (Checkland, 
1999 and Platt & Warwick, 1995).  
In this research, after reviewing the journal articles regarding the issue of the lacking of PCS 
among graduates, the main issue found was that PCS is taught in various ways in different 
institutions of HE in Malaysia (as shown in Figure 3.3). The lack of comprehensive PCS 
framework in English that has been sourced from and validated by stakeholders ± industries, 
government and academia lead to a less comprehensive and systematic teaching and learning of 
PCS in terms of its content, materials, methodology and assessment. Meanwhile, based on the 
data collected from the field of study found that there were more issues highlighted by the 
stakeholders. Those were illustrated in Figure 4. 2 below.  
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Figure 4. 2 5LFKSLFWXUHDQDUHDRIFRQFHUQRQWKH0DOD\VLDQJUDGXDWHV¶OHYHORI3&6JHQHUDWHG
from field data. 
4.1.3 Stage 3: Root Definition 
During this stage, the root definition, as outlined in Table 3.2, was defined by the researcher, 
after over-looking at the whole problematic scenarios described by the stakeholders during the 
interview sessions. Hence, prior to define the root system of this study, the definitions of 
CATWOE were listed in table 4.1 below.  
 
 
 
 
 
PROBLEMATIC ISSUES 
x Though grand agendas listed in ETP, in human capital development, the graduates do not really care about it. Many might not even know it exists. 
x Speaking and writing skills are deteriorating.   
x It boils up to the practical use of language ± waiting for the right environment.  
x Graduates groomed with lots of ideas, early exposure to internet, but failed to put ideas into comprehensible words. 
x Very high number of applicants, but vacancy is limited. 
x Weak personal attributes (no resilience, lazy, no effort or own initiative, lack of confidence, individualistic) becomes the huge barrier for graduates to 
succeed in working life.  
INDUSTRIES ACADEMIA GOVERNMENT 
AREAS OF CONCERN 
x Though grand agendas listed in ETP, in human capital development, the graduates do not really care about it. Many might not even 
know it exists. 
x Speaking and writing skills are deteriorating.   
x It boils up to the practical use of language ± waiting for the right environment.  
x Graduates groomed with lots of ideas, early exposure to internet, but failed to put ideas into comprehensible words. 
x Very high number of applicants, but vacancy is limited. 
x Weak personal attributes (no resilience, lazy, no effort or own initiative, lack of confidence, individualistic) becomes the huge barrier 
for graduates to succeed in working life.  
 
 Graduates were not well prepared and they 
get nervous.  
 No initiative, do not accept critics or 
feedback positively.  
 Not resilient, selfish, individualistic, hard to 
work with others, self-centred.  
 The abundance of students from all 
Malaysian HEIs: very competitive.  
 µ&RS\DQG3DVWH¶FXOWXUHLVZRUULVRPH&9
was downloaded, perfect grammar but none 
is true.  
 Grammar was too bad; the essay exams 
were not comprehensible.  
 No clear guidelines from HEIs for the 
students attending the practicum. What do 
the HEIs need?  
 
 Graduates are absorbed, wired to their mobile, 
hence social skills going down. 
 Not bold to throw in their brilliant suggestion. 
Yes-man, though disagree on certain motion.  
 Poor grammar, lack of vocabulary. Generally 
English is horrible.  
 Lazy and not resilient.  
 Many language aspects were learned in school 
and HEIs, but no practise ± scared, embarrassed.   
 No initiative, easily distracted, not attentive.  
 Future English teachers are not proficient and 
knowledgeable, and they are expected to teach. 
 Lack of communication skills showed that the 
VWXGHQWVDUHLPPDWXUHGLVUHVSHFWIXODQGGRHVQ¶W
get involve with their environment.    
 They are far from workplace ready.  
 
 Students are anxious of constant evaluation, 
too much workload, which made the EOP 
course not enjoyable.  
 No confidence, lack of motivation. None will 
start a discussion unless the instructors initiate 
something. 
 Poor grammar, lack of vocabulary. The skill 
of communication is very limited, especially 
ZLWKJURXSVWKH\¶UHXQIDPLOLDUZLWK 
 No structure in formal writing, what they 
GRQ¶WKDYHLQTXDOLW\WKH\JLYHLQTXDQWLW\ 
 Weak presentation skill, especially hindered 
by nerve.  
 6WXGHQWVGLGQ¶WNQRZZKDWNLQGRISHUVRQ
they are. 
 Students sat for EOP exam because they need 
WRSDVVLWEXWWKH\GRQ¶WUHDOO\XQGHUVWDQG
They are far from workplace ready.  
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Table 4. 1 Definition of CATWOE in this study.  
 
C = Customers Malaysian HE institutions students who are 
lacked of ample PCS upon graduation  
A = Actors Lecturers, English language instructors as well as 
policy makers in HE institutions.  
T = Transformation process Clear cut PCS Framework initiated and validated 
by stakeholders which can be implemented 
during and teaching and learning process in 
Malaysian HE institutions. 
W = World View 
(Weltanschauung)  
 
The belief that validated PCS Framework by all 
stakeholders would correct many skills mismatch 
of the Malaysian graduates and will produce 
higher quality human capital development. 
O = Owner 
 
MOHE, Government of Malaysia 
Confidentiality issues in certain companies, time 
availability of high ranked personnel in MOHE. 
Combining the elements identified in the rich picture, the subsequent main issues and CATWOE 
analysis, the following root definition is constructed for Professional Communication Skills 
(PCS): 
PCS is a system that provides a list of necessary skills for workplace communication in English 
language. PCS framework is initiated and validated by stakeholders (companies, government of 
Malaysia and academia) in ensuring Malaysian graduates to be highly employable. The PCS 
framework will feed into the education system and worker training schemes to generate quality 
workforce with the right skills needed. It ensures greater effectiveness and efficiency in teaching 
and learning in HE institutions.  
4.1.4 Stage 4: Deriving conceptual model. 
Venters et al. (2002) further described how SSM could be used to develop conceptual models 
that identify patterns in knowledge activities. Such patterns could be used to provide a basis for 
technical design and organisational and social intervention. Based upon the need to address the 
problems in developing fluent communicators in English amongst Malaysian graduates as 
described by stakeholders in the rich picture (Figure 4.2), the following conceptual model has 
been developed (Figure 4.3) and was incorporated in this research.  
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Figure 4.3 Conceptual model of the study divided into practical phase. 
Looking at the model, it was divided into four clear and visible phases, which provided a feasible 
structure to the study. Phases 1 and 2 belonged to this stage, while the rest belonged to Stage 5, 
whereby this conceptual model was then compared to the real world. Phase 1 covered processes 
and product gathered from data collection procedures. The interviews sessions with the human 
resource managers from the industry, government servants who has vast experience recruiting 
the fresh graduates as well as English instructors from Malaysian academia were conducted and 
the audio sessions were transcribed. In addition, the annual reports from various private and 
public sectors were also compiled. Information in regards to Human Resource policies and 
findings of the latest recruitment patterns were scrutinised to discover the current PCS in need by 
 
 
 
 
Industry 
Get details of 
specific PCS skills 
required. Collate 
information. 
MOHE 
Get details of 
specific PCS skills 
required. Collate 
information. 
Academia 
Get details of 
specific PCS skills 
required. Collate 
information. 
Literature and 
Previous Research 
Get details of specific 
PCS skills required. 
Collate information. 
Systematically organise PCS 
proposed by each stakeholders 
according to Communication 
Competence Model into PCS 
Frameworks.  
 
Overlay and merge four 
frameworks and produce one 
digested and comprehensive 
PCS Framework. 
 
Review the merged PCS 
Framework from all 
stakeholders.  
Stage 5 (Comparing conceptual 
models to real world)  
Industry 
Review and give 
feedback of PCS 
framework  
. 
MOHE 
Review and give 
feedback of PCS 
framework  
. 
Academia 
Review and give 
feedback of PCS 
framework  
. 
Subject Area Expert 
Review and give 
feedback of PCS 
framework  
. 
Review and realign PCS Framework base on 
validation review feedback/report from all 
stakeholders. 
Phase 1 
Data derived from 
a) Semi structured 
interviews 
b) Annual reports 
c) Government 
Document 
Phase 2 
x All data is pooled in one 
HU in ATLAS.ti software. 
x Data is coded using 
themes derived from 
the CCM. 
x Other themes emerged 
from data is compiled in 
PCS framework.  
x A comprehensive and 
digested PCS framework 
is developed. 
 
Phase 3 
x Validation process.  
a) Member checking by 
the stakeholders who 
has been interviewed.  
b) Peer debriefing by 
experts in the area of 
HE and TESL. 
 
Phase 4 
Finalise the PCS 
framework. 
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the Malaysian stakeholders. Once all the data is pooled together, Phase 2 started by saving them 
in various formats (PDF, Word documents, Audio, JPEG) and placed it all in one single file 
called hermeneutic unit (HU) in ATLAS.ti 7.0 software.  
In Phase 2, data was coded using themes and keywords derived from the components and sub 
components of the Communication Competence Model (as shown in Figure 4.4). These 
components and sub components were discussed in great detail earlier in chapter 2.  
 
Figure 4.4 Components and sub components of PCS Framework 
In using this deductive approach, pre-determined codes were set and while going through 
interview transcripts and the annual reports, segments which were relevant to certain codes were 
KLJKOLJKWHGWKHQµGUDJJHGDQGGURSSHG¶7KLVV\VWHPDWLFDSSURDFKRIKDYLQJDOOGDWDFRGHVDQG
tools in one screen kept the researcher very close to the data, which allowed intense and rich 
exploration and discovery. (See Appendix K for Deductive coding technique using ATLAS.ti) 
Another specific technique used in searching for specific code throughout all primary documents 
(PDs) was auto coding (See Appendix K for visual detail). Auto coding thoroughly sought for 
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the exact word match, without having missing even one and did it in a nick of time. Hence, when 
searching for specific keywords, especially those which were recurrent throughout the PDs, this 
technique was discovered useful and effective.  
After the open coding process was completed using these two techniques, deductive and auto 
coding, the researcher regrouped the data and critically analysed them again by selecting the core 
codes that described the real phenomenon of the study.  The purpose of selective coding is to 
answer questions about the phenomena such as when, where, why, who, how and with what 
consequences, thus giving the concept greater explanatory power (Strauss and Corbin, as quoted 
in Boychuk, Duchscher and Morgan, 2004, p.608). During this stage, another feature of 
$7/$6WL µ0HPR¶ ZDV XVHG IUHTXHQWO\ LQ RUGHU Wo reflect and interpret the relationships 
between codes and the real world. Friese (2009) opined that memos were used in order to 
support the researcher in the analytical work, where it creates spaces for reflection, analysis, 
integration and interpretation. Another advantage of using memos in ATLAS.ti is that they can 
be linked to the quotations and codes, hence the thoughts aUHµFDSWXUHG¶ZLWKLQWKHH[DFWFRQWH[W 
 
Figure 4.5 Connecting memo and quotations in ATLAS.ti 
Link with code 
Then reflect 
or interpret 
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Due to the vast amount of interpretatioQVLQYROYHGLQWKLVTXDOLWDWLYHVWXG\µUHIOH[LYLW\¶SURFHVV
was involved in capturing the meaning of data, and more importantly, in interpreting the real 
meaning of the data. Guillemin and Gilliam (2004) state: 
Reflexivity involves critical reflection of how the researcher constructs 
knowledge from the research process²what sorts of factors influence the 
UHVHDUFKHU¶VFRQVWUXFWLRQRINQRZOHGJHDQGKRZWKHVHLQIOXHQFHVDUHUHYHDOHG
in the planning, conduct, and writing up of the research. A reflexive researcher 
is one who is aware of all these potential influences and is able to step back 
and take a critical look at his or her own role in the research process. The goal 
of being reflexive in this sense has to do with improving the quality and validity 
of the research and recognizing the limitations of the knowledge that is 
produced, thus leading to more rigorous research. 
(p. 65) 
However, since the researcher is often the collector as well as interpreter of data, it is sometimes 
inevitable for confusion and bias to enter the data analysis process. Hence, in order to enhance 
reflexivity and to improve trustworthiness in the research, a peer debriefer who was also another 
postgraduate student in the same field was recruited to provide valuable second opinion on the 
meaning of data as well as the proposed components and sub-components. In this study, the peer 
debriefer assisted in reviewing the codings of interview data, providing an inspection against 
biases within the analysis, and also to aid with consistency, credibility and reliability throughout 
the coding process in order to reinforce the trustworthiness of the work. Additionally, since she 
ZDVDOVRIDPLOLDUZLWKWKH&$4'$6XVHGWKHSHHUGHEULHIHUQRWRQO\FKDOOHQJHGWKHUHVHDUFKHUV¶
analysis and findings, but also helped to provide alternatives or additional ways of coding. It is 
important to state that this process was performed after all the stages above were completed. The 
UHVHDUFKHU¶VFRGLQJDQGPHPRVZHUHSURYLGHGWRWKHGHEULHIHUDVZHOODVWKHIXOOWUDnscriptions of 
the interviews. Since ATLAS.ti was used, all data (primary documents, codes, memos) was 
compiled in a neat HU and this process was done in an organised manner. 
The final step in phase 2 of this stage in SSM, in order to derive with a basic PCS framework, the 
emerging categories were classified and re-arranged with a view to analyse the conceptual 
relationships through a feature called network building in ATLAS.ti 7.0. The conceptual 
relationships of the sub-components of Professional Communication Skills in English were 
visualised using the network views (which will be discussed in more detail later in the sub 
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FKDSWHU RI µ'DWD $QDO\VLV¶ :LWKLQ WKLV SURFHVV LW ZDV PDGH VXUH WKDW WKH &RPPXQLFDWLRQ
&RPSHWHQFH0RGHOZDVµFRQFHSWXDOO\GHQVH¶6Wrauss and Corbin, 1994, p. 113), which meant 
embedding the model in a context of descriptive and conceptual writing. 
4.1.5 Stage 5: Adapting conceptual model to the real world. 
As mentioned earlier, the remaining stages were then set in the real world where action took 
place. During stage 5, the ideal conceptual model, which will be called the Professional 
Communication Skills (PCS) framework from this point onward, would be used to find 
similarities and differences with the perceived real world model. This has been shown in Figure 
4.9 (the process below the dotted lines). The comparison between the PCS framework with 
reality was done by asking feedbacks from all stakeholders as well as an expert on Professional 
Communication Skills. This stage was essential in answering the second research question of the 
VWXG\ ZKLFK ZDV µ:KDW DUH VWDNHKROGHUV¶ DVVHVVPHQWV DERXW WKH YDOLGLW\ RI WKH 3&6
)UDPHZRUN"¶7KLVSKDVHZDVDSWO\QDPHGYDOLGDWLRQSURFHVVVLQFHWKHLVVXHRIµWUXVWZRUWKLQHVV¶
was measured during this phase.  
Firstly, the member-checking technique was used during this phase to check the credibility of the 
framework. It is considered an important process of validation when data, interpretations and 
conclusions are returned to the stakeholders for verification. This process provided an 
opportunity for participants to correct errors and challenge what are perceived as wrong 
interpretations and also to provide the opportunity to the stakeholders to submit additional and 
essential information which may be stimulated by the playing back process (Wallendorf & Belk, 
1989). In addition, member checking allows respondents to assess the adequacy of data and 
findings as well as to confirm and summarise preliminary findings. During this phase of the 
study, all respondents (who came from companies, government agencies and academia) who had 
been interviewed were then presented with the first draft of the PCS framework. Only one 
respondent was not able to meet face to face, so a Skype meeting was arranged. Respondents 
gave feedback on the framework: on the words or phrases used, as well as the display of it. The 
feedback was not only essential to improve the framework but more importantly was for them to 
validate their own thoughts and ideas which were expanded in the PCS framework. 
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Secondly, peer debriefing by experts was another technique used to ensure credibility of the 
study. Peer debriefing is the review of the data and research process by someone who is familiar 
with the research or the phenomenon being explored. A peer reviewer provides support, plays 
GHYLO¶VDGYRFDWHFKDOOHQJHVWKHUHVHDUFKHUV¶DVVXPSWLRQV, pushes the researchers to the next step 
methodologically, and asks hard questions about methods and interpretations (Lincoln & Guba, 
1985). During this research, meetings with three experts in the fields of Teaching English as a 
Second Language (TESL) and Higher Education (HE) were held. The first expert is a Winthorp 
Professor from the Education School of University Western Australia. Her specialised areas are 
HE policy and curriculum assessment. The second was a Professor attached with the National 
Higher Education Research Institute of Malaysia (IPPTN). He is currently working in Universiti 
Sains Malaysia and has produced many research regarding Malaysian universities curriculum 
and employability. He was also the lead researcher for MOHE on the impact of using English in 
teaching Mathematics and Science in Malaysia. The third expert is a senior lecturer from 
Universiti Malaysia Terengganu who has written a book on EOP and has handled the EOP 
course for nearly a decade. She is also specialised in TESL, in particular, in the area of reading. 
Prior to the meetings, the expert debriefers were given the draft of PCS framework through email 
as well as a summary of the study so that they could have a sound assessment on the framework. 
During the meeting, the experts gave oral feedback to the researcher. This stage helped the 
researcher to clarify the overemphasised and underemphasised points as well to refine vague 
descriptions within the PCS framework. By seeking the assistance of debriefers, researchers add 
credibility to a study (Creswell & Miller, 2000). Additionally, since the experts have been in the 
environment and carried with them valuable experiences, they shared their knowledge on the 
variety of ways to implement the framework ± WKHGRVDQGWKHGRQ¶WVWKHORRSKROHVWKDWVKRXOG
EH FDXWLRQHG WKH JURXS RI LQVWUXFWRUV¶ HIIRUW DQG WUXVW WKDW VKRXOG EH FDtered to first. These 
experts not only helped to ensure credibility to the study, but also added more value to it by 
giving constructive and indispensable thoughts on how to implement the PCS framework in 
order to tackle the issue of not being competent in the English language communication at the 
workplace.  
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The next phase, Phase 4, continues whereby the PCS framework was reviewed and realigned 
based on the validation review and feedback from the stakeholders. This phase took the centre 
stage in Stage 6.  
4.1.6 Stage 6: Defining feasible and desirable change. 
Stage 6 and 7 are concerned with the implementation of the changes to improve the problem 
situation. In practice, SSM is not as 'linear' as described here, as an ideal stage by stage process. 
Often iterations were done and the debate generated in stage 5 thus draws the attention back to 
the initial analysis and root definitions. This took place during the validation sessions, when the 
stakeholders, who are the influential groups who were closely attached with the problematic 
issues had the chance to look back at what has been discussed during the earlier interview and 
validated the framework by giving more feedback and criticism. This step was insisted upon by 
Checkland (1981, p.181): that the framework must also be culturally feasible given the 
characteristics of the situation, the people in it, their shared experiences and their prejudices. 
This also ensured conformity by all parties involved (Delbridge, 2011). In addition, putting into 
DFFRXQWWKHH[SHUWV¶FRQVWUXFWLYHWKRXJKWVWKH3&6IUDPHZRUNZDVWKHQUHYLHZHGDQGUHDOLJQHG
After going through the above process, the final draft of the PCS framework was established. 
4.1.7 Stage 7: Taking action. 
Because SSM enables learning and understanding, the method is a part of the process of 
transformation to a new desirable system state. However, this stage would not be applied during 
this study but it would be acknowledged in the recommendation section of this study.  
From various researches, many agrees that stage 7 may seem to be the last stage, but in human 
activity systems an apparent improvement simply creates a new situation which unsurprisingly 
creates new problems (Delbridge, 2011; Morcos & Henshaw, 2009; Tajino & Smith, 2005). The 
SSM model, in good practice, is cyclic and continual. 
4.2 Data Analysis 
As stated earlier, data analysis was thoroughly done in Stage 4 of this study, applying the seven 
stages in SSM. During this process, it was made sure that the Communication Competence 
0RGHOZDVµFRQFHSWXDOO\GHQVH¶6WUDXVVDQG&RUELQZKLFKPHDQWHPEHGGLQJWKHPRGHO
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in a context of descriptive and conceptual writing. In this study, data collection and analysis 
occurred iteratively. Hence, initial analysis results informed further data collection, especially 
when new themes emerged and caused amendment of initial theoretical propositions. Yin (2003) 
claimed that theoretical propositions are used to guide the design of research steps according to 
their relationship to the literature, policy issues or other sources. Theoretical propositions created 
a central focus on what should be explored in the study and also reflected researcher intuitions as 
suggested by Mariano (2001). In this study, the Communication Competence Model (CCM) by 
Morreale, Spitzberg and Barge (2007) was implemented in order to have a sufficient theoretical 
blueprint to guide the study design, data collection and analysis. An initial thematic framework 
was developed from the CCM and data collected, and systematically applied to the data. Changes 
were made to reflect data collected. This was facilitated by the use of ATLAS.ti 7.0 for coding 
and networking. Figures were developed for each major thematic grouping, which were actually 
each sub-components of CCM. In ATLAS.ti, this technique is better known as µdeductive coding 
technique¶. The data collection procedure was posited accomplished when the codes were getting 
redundant and there were no more new addition of requirements necessitated by all the 
VWDNHKROGHUVRUWRSXWLQ6WUDXVVDQG&RUE\Q¶V(1998) ZRUGVWKHGDWDJRWµVDWXUDWHG¶ 
 
 
A category is considered saturated when no new information seems to 
emerge during coding, that is, when no new properties, dimensions, 
conditions, actions/interactions, or consequences are seen in the data. 
Saturation is more a matter of reaching the point in the research 
ZKHUHFROOHFWLQJDGGLWLRQDOGDWD VHHPVFRXQWHUSURGXFWLYH WKH µQHZ¶
that is uncovered does not add that much more to the explanation at 
this time. 
(p. 136) 
  
Additionally, as mentioned earlier, tactics used to enhance rigour in this study included using 
triangulation of sources, establishing a chain of evidence using ATLAS.ti to track data, 
systematically relating concepts through use of theoretical propositions with the supervisor, 
informative feedback during member checking with the stakeholders, and critical comment on 
interpretations during peer debriefing with expert researchers. In subsequent sections, the data 
analysis will embrace the theoretical propositions of CCM (as shown in Figure 4.4 earlier) and 
the findings will be visualised using the network views provided by ATLAS.ti 7.0.  
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Furthermore, the codes used for the process of data analysis (see Figure 4.12) had gone through 
the peer examination process. Initially, these codes were chosen from the suggestions and 
information gained from related literatures on the communicative competence model. Peer 
examination is based on the same principle as member checks (refer to sub-chapter 3.8 The 
VWXG\¶V WUXVWZRUWKLQHVV EXW WKLV SURFHVV LQYROYHV DQRWKHU LPSDUWLDO FROOHDJXH UHVHDUFKHU LQ
discussing the research process and findings. This is to ensure that the codes used were 
interpreted consistently the same way during the data analysis process. This is confirmed by 
Krefting (1991) when she admitted that colleagues can also increase credibility by checking 
categories developed out of data and by looking for disconfirming cases, and Lincoln and Guba 
(1985) admit WKLV SHHU H[DPLQDWLRQ SURFHVV FDQ HQVXUH WKH UHVHDUFKHU¶V KRQHVW\ DQG XQELDVHG
judgement during data analysis.  
 
Figure 4.6 Coding for cognitive knowledge 
4.2.1 Cognitive Knowledge: Content Knowledge 
Graduates are expected not only to communicate in a professional manner at workplace, but they 
also should carry with them ample information of the subject matter :áRV]F]DN-Szubzda & 
Jarosz, 2012). Therefore, the use of specific jargon and having suitable discourse competence is 
essential for workplace communication. Stakeholders who had responded in this study voiced 
out their needs for graduates to be equipped with substantial understanding of what they have 
learned in HEIs, and knowing how to communicate their comprehension of subjects or skills 
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learned in HEIs with others. Having the ample subject content knowledge will help to contribute 
to on-going improvement and expansion of knowledge in the betterment of workplace 
operations.  
In this research, it appears that the stakeholders unanimously agreed that having a good subject 
content knowledge at the workplace is vital. Most of the stakeholders agreed that questions 
would be asked during the interview sessions in regards with their understanding of their subject 
matter learned in HEs or/and the content knowledge they had applied during industrial trainings. 
The accounts are as follow: 
He or she (the interview panel) will ask candidates about their competency on 
the job ± knowledge (and) subject matter (G2). 
 
Looking at the written test given prior to the interview session, we can 
acknowledge whether graduates were able to transfer their academic 
knowledge to professional work assignments. This is part of problem solving 
activity (C2). 
 
If you are finance, you have (to sit for a) finance test. If you're technician, 
there's a basic technical test (C1). 
 
Graduates need to have built a relevant knowledge base and developed 
appropriate skills while in HE (G3). 
 
She (the candidate who presented in class) put her knowledge into context, 
which I think was brilliant (A1). 
 
In a changing economic environment, the degree holder will more than ever 
need to be capable of applying their knowledge and skills to ensure they are 
flexible and adaptable in changing labor market conditions (C3). 
 
During the interview, specific competencies will be assessed from the aspects 
of Attitude-Skill-Knowledge; whether the candidate possess them to match the 
MREDQGLWV¶UHVSRQVLELOLWLHVRIDUHVSHFWLYHSRVW* 
 
Not only that, stakeholders demanded that graduates need to communicate their understanding of 
the subject content. This was seen as more essential since having the knowledge but not having 
the tools to share and relate the knowledge to others was considered pointless. The accounts that 
IROORZFOHDUO\GHVFULEHWKHVWDNHKROGHUV¶VWDQFHV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Looking at how they (graduates) arrange their thoughts on the page will give us 
an idea whether the candidate understood the problem given, the content 
knowledge (C5). 
 
Sometimes, I was forced to read four to five pages of essay with loads of 
grammatical error, (and) not structured. It is hard to understand anything if 
there were too much errors (G2). 
 
In terms of ideas, the subject content knowledge, they are not bold enough to 
throw in their suggestions, which is a shame (G1). 
 
In our company, it is vital for graduates to have interaction with others, as well 
as delivering content knowledge to others (C2). 
 
'XULQJ WKH LQWHUYLHZZHGRQ¶WRQO\DVN WKHPDERXW WKHLU MRENQRZOHGJHEXW
more importantly, to communicate it by using specific work-related words 
appropriately in speech and reports (C3). 
 
As educators, we should supply them with enough knowledge and experience 
in order to have good eloquent communicator (A4). 
 
In the Implementation Plan of Developing Human Capital Report (MOHE, 2009), it was stated 
that the core mission of higher education is to equip students with knowledge, skills and 
competencies that they need in the workplace and that employers require, and to ensure that 
people have more opportunities to maintain or renew those skills and attributes throughout their 
working lives. This statement is agreed to by other stakeholders: 
Graduates need to guard themselves with knowledge so that they are workplace 
ready (A3). 
 
Future employees will need to have built a relevant knowledge base and 
developed appropriate skills while in higher education (C5). 
 
All in all, looking at the comments given by the stakeholders, it is discovered that having ample 
content knowledge in their own subject areas is an essential aspect for graduates to possess 
before embarking for a job. Owning a strong basis in the subject content knowledge helps to 
contribute on-going improvement and expansion of knowledge in the betterment of workplace 
operations. Using the indicators given by the stakeholders above, some of the exemplars of what 
graduates should achieve upon graduation are listed in Table 4.2.  
Table 4.2 Findings on Cognitive Knowledge: Content Knowledge. 
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Sub component Requirement for workplace Exemplars 
Content 
Knowledge 
Contribute to on-going improvement 
and expansion of knowledge in the 
betterment of workplace operations.  
x Build a relevant knowledge base for 
workplace. 
x Apply their subject content 
knowledge at workplace. 
x Manage own learning in order to 
maintain and renew attributes 
throughout working lives.  
x Use specific work-related jargon 
appropriately in speech and reports. 
  
 
4.2.2 Cognitive Knowledge: Linguistic Competence 
In this study, linguistic competence is a message-focused approach and is interested in the 
knowledge of rules underlying the use of language, which includes understanding of the topics, 
words and meanings required in a situation. Linguistic competence, from the point of view of 
this research, is required for the workplace in order for employees to contribute to a meaningful 
and effective conversation by using appropriate workplace discourse. In doing so, the linguistic 
aspects of the English language ± namely extensive vocabulary, correct grammar, fluency in 
writing or speech with clear and accurate pronunciation ± will be scrutinised. In addition, 
linguistic competence refers to all the elements of the linguistic system, such as aspects 
concerning phonology, grammar and vocabulary, which are needed to interpret or produce a 
spoken or written text as suggested in the study by Usó-juan and Martínez-flor (2008).  
Before rooting in detail on the specific linguistic competence needs of the Malaysian 
stakeholders, it is important to highlight that the output given by the stakeholders regarding 
JUDGXDWHV¶OLQJXLVWLFFRPSHWHQFHZDVVLJQLILFDQWO\GLVWXUELQJ*Lven the fact that communicative 
ability in English is among the main attributes sought by stakeholders, nevertheless, the remarks 
below provide the contrary; 
The written test, they (graduates) have limited word usage (A2). 
 
Words used during assessment, majority of them write using elementary level 
of word list (G1). 
 
Their vocabulary is not rich, their grammar is rusty (C6). 
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They could speak English, BUT [emphasising this word using high tone] 
µFRXOG¶mean the minimal standard of grammar and vocabulary, not fluent at 
all (C4). 
 
Well, because of the grammar was too bad, we were not able to understand 
them (the responses written in the essay) anyway (C7). 
 
For me, lack of vocabulary can be a great issue. They (students) cannot 
converse without using at least one Malay phrase in a sentence. They always, 
always [intentionally repeated] refer to their friends for support (A1).  
 
They (graduates) have the ideas but they do not know how to put it in words. 
Obviously, they cannot organise the words in their minds to make it 
comprehensible to others (C3). 
 
Having their disapproving thoughts laid, the stakeholders then disclosed the areas which were 
assessed during recruitment processes. It is important to point out that interview session is not 
the only step of recruiting new employees. Many of the stakeholders agree that they have to use 
at least three procedures in their recruitment pattern. The first is matching the best specification 
DQG TXDOLILFDWLRQ RI FXUUHQW YDFDQF\ ZLWK WKH JUDGXDWHV¶ FXUULFXOXP YLWDH &9 WKrough the 
RQOLQH V\VWHP ZKHUHE\ µWKH FDQGLGDWH ZLOO DSSO\ RQOLQH WKURXJK 0\5HFUXLWPHQW¶ * RU
WKURXJK µ-REVWUHHW ZKLFK LV WKH PRVW FRPPRQ MRE DGYHUWLVHPHQW UHFUXLWPHQW XVHG QRZDGD\V¶
(C5). The second step is calling for the successful online applicants to sit for an exam. Most 
stakeholders use the 1:10 ratio in recruiting, meaning if there is one vacancy, ten applicants will 
EHFDOOHGIRUWKHQH[WVWHSµZKHQWKHUH¶VDMREYDFDQF\VD\ZHKDYHILYHSRVWVWREHILOOHGZH
will pool fifty qualified candidDWHV IURP WKH RQOLQH GDWDEDQN IRU ZULWWHQ H[DP¶ * $OO
stakeholders in this study from government and companies have written assessments prior to the 
interview sessions.  G1 stated there are two written essays which carry equivalent points, 
µZULWLQJ %0 essay and English essay whereby the high quality questions underwent item 
development assessment, so they were non-bias or non-GLVFULPLQDWH TXHVWLRQV¶ 6XEVHTXHQWO\
the interview sessions, either one-to-one or group interviews, will be held. All of the steps taken 
above helped to highlight one of the most important skills for workplace ± linguistic competence.  
When English language grammar use at workplace was brought to the attention of the 
stakeholders, many respondents were nonchalant and insisted that sending the message across 
was more important; 
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We tolerate grammar errors, the important thing is, the points they want to 
convey were understood (C4). 
 
*UDPPDUZLVHDVORQJDVWKHPHVVDJHLVVHQWRYHUWKDW¶VDQ2.WRXV& 
 
On the other hand, C3 was a bit strict in accepting candidates who had poor grammatical 
FRPPDQGHVSHFLDOO\LQWKHLUUHVXPHVµ$SSOLFDQWVZLWKSRRUUHVXPHVZLWKKRUULGJUDPPDUDQG
VSHOOLQJDUHLPPHGLDWHO\UHMHFWHGXQOHVVWKH\KDYHRWKHUH[FHSWLRQDOIHDWXUHVZKLFKZDVUDUH¶
Having said that, another point made by C3 was worth mentioning since it carried a huge 
criticism on English language teaching and learning of the Malaysian education system; 
µ+RZHYHU ,ZRXOG OLNH WRDGG WKDWXQLYHUVLW\ LV QRW WKHSODFH WR IRFXV WRRPXFKRQ grammar, 
WKH\VKRXOGKDYHOHDUQHGLWEHIRUH¶ 
G1 then helped to summarise the importance of lexical knowledge; 
That (written test) is an area where things like grammar and punctuation are 
very important because even at graduate level, the role of graduates at 
workplace, (they have) to interface with other agencies, to collect other 
government reporting, to write reports. Even if it is done by e-mail, you are 
required to have clarity of expression, (must be) well structured. 
Stakeholders are in dire need for graduates to organise their spoken and written language during 
a variety of communication tasks at workplace. Having a substantial lexical and syntax 
knowledge to be used in workplace communications helps to contribute in meaningful and 
effective interactions. This will then help in assuring successful execution of workplace tasks. 
The remarks below provide some insights RIVWDNHKROGHUV¶SRLQWRIYLHZ 
We need the interviewee who can articulate well with correct vocabulary and 
pronunciation (G1). 
 
We do not expect fancy words and phrases, but they have to be precise and 
inform us their findings in their own words (C5). 
 
Ideally we want those who are fluent in English in both (writing and speaking). 
/HW¶VVD\WKHLUVSHHFKLVQRWIOXHQWDW OHDVWZHZDQW WKRse who write fluently 
(G2). 
 
We are looking for employees who are sure of themselves, the way you speak, 
the way you pronounce words. The word choices displayed in speaking and 
writing shows your maturity and of course, competency in English (C6). 
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Another aspect highlighted by one of the respondents on the theme of linguistic competence was 
to have clear and accurate articulation of words during workplace activities. A3 admitted that a 
MRE ZDV RIIHUHG WR D FDQGLGDWH µRZLQJ WR WKH FOHDU GLFWLRQRI WKH VSHDNHU¶& WKHQGURSSHG D
UHPDUNVD\LQJWKDWµWKHZD\WKH\JUDGXDWHVSURQRXQFHWKHZRUGVZHZRXOGNQRZZKHWKHUWKH\
KDYHJRRG OLVWHQLQJVNLOOVDQGVWURQJ(QJOLVKEDFNJURXQG3HRSOH LPLWDWHZKDW WKH\KHDU¶ ,W LV
QRWDEOH WKDW &¶V VLPSOH REVHUYDWLRQ VWUHVVed the importance of comprehensible input in 
learning.  
7KHILQGLQJVRQWKHVWDNHKROGHUV¶UHTXLUHPHQWVSUHVHQWHGDERYHKDYHHYLGHQWO\PDQLIHVWHGDQG
XQYHLOHGWKHJUDGXDWHV¶SUREOHPVDQGLQFRPSHWHQFHVSHFLILFDOO\LQVSHDNLQJUHDGLQJDQGZULWLQJ
in English. These technical hitches were vastly associated with their setbacks in acquiring a solid 
foundation of English grammar rules as well as their deficit knowledge of vocabulary and 
sentence structure or syntax. To conclude on the requirements of stakeholders on the sub 
component of linguistic competence, it is agreed that having a strong basis of linguistic 
competence will contribute to a meaningful and effective conversations, while using appropriate 
workplace discourse. Table 4.3 below summarise the findings of this sub component.  
Table 4. 3 Findings on Cognitive Knowledge: Linguistic Competence. 
Sub component Requirement for workplace Exemplars 
Linguistic Competence Contribute to meaningful 
and effective conversations 
using appropriate 
workplace discourse. 
x Organise spoken and written 
language during a variety of 
communication tasks at workplace. 
x Present their speech and written 
work using appropriate vocabulary 
and fluency. 
x Clearly and accurately articulate 
words during workplace activities.  
4.2.3 Cognitive Knowledge: Cultural Competence 
This subcomponent of knowledge is essential especially in the Malaysian context since it 
consists of several different ethnicities; hence, graduates need to understand and use the English 
language functions appropriately in a given intercultural context. In essence, Celce-Murcia et al. 
 GHILQH VRFLRFXOWXUDO FRPSHWHQFH DV WKH VSHDNHU¶V NQRZOHGJH RI KRZ WR H[SUHVV
appropriate messages within the social and cultural context of communication in which they are 
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produced. Ample sociocultural competence at workplace can contribute to harmonious relations 
between superior, subordinates, colleagues and clients. The indicator used within this sub-
component during data analysis was comments on graduates having sufficient cultural 
knowledge to speak appropriately depending on the workplace setting, whether it was formal or 
casual.  
Writing in a professional, yet acceptable manner is a skill being sought after at the workplace. 
Writing an email, memo or filing a complaint in a report need to be addressed professionally, and 
also in a way which is acceptable culturally. The following excerpts indicate their thoughts: 
Graduates should know how to synthesise their thoughts and arrange them in 
(writing) using a professional manner, meaning, culturally acceptable, not rude 
(G2). 
 
It is a cultural issue in many respects as people are not used to picking up the 
telephone or going on an email, filing a complaint against someone they know 
or someone they had dealings with. But if they need to, they have to do it using 
the most diplomatic manner (A4). 
 
Besides being a competent communicator in writing, having an exceptional cultural competence 
is perceived as more important while speaking at the workplace. Given the fact that much 
communication is done verbally at the workplace, graduates are expected to speak appropriately 
depending on formal or casual settings. The remarks below provide some examples: 
It is important for one to speak their thoughts in a polite manner (G3). 
Communications (in English) is important in our company. These include high-
level workplace communication skills with an emphasis on social and oral 
English with literacy and cross-cultural skills, (which are) also considered to be 
important within the process (C6).  
 
How to say no when disagreeing on certain things; how to have diplomatic 
GLVDJUHHPHQWRUKRZQRWWRKXUWFHUWDLQIHHOLQJVWKRXJK\RXGLVOLNHDQRWKHU¶V
ideas. Be polite (C3). 
 
Negotiating with colleagues, use of humor and ability to interact informally 
with others are important in demonstrating proficiency in a language (C2). 
 
Embarking from the last remark, it was apparent that being culturally fit in a country which has 
diverse cultures is considered essential as was assessed during some interview sessions. This was 
affirmed by G2; 
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We will look at their acceptability among their peers. If you have good social 
skills, polite and considerate, of course, you will get more friends. But if your 
VRFLDOVNLOOVDUHQRWJRRGEHLQJUXGH\RXGRQ¶t answer questions when asked, 
\RX GRQ¶W FRQWULEXWH LQ VPDOO WDONV GXULQJ FRIIHH EUHDNV \RX GRQ¶W PLQJOH
around, we then will know that this candidate is not suitable for the post.  
 
$ IHZ UHVSRQGHQWV KDYH GHVFULEHG WKHLU DJHQF\¶V DSSHDO IRU D ZHOO-rounded graduate from 
Malaysian HEIs. It was interesting to discover that the responses include cultural competence as 
an important factor to be a well-rounded employee. 
We sought (for) well rounded employees who not only have sufficient English 
language proficiency, but also (has) cross-cultural ability and has the potential 
to adapt (C4).  
 
7KH µZHOO-URXQGHGQHVV¶ >UHVSRQGHQW VKRZHG LQYHUWHG FRPPDV@ LQFOXGHV
JUDGXDWHV¶ SHUVRQDO FKDUDFWHULVWLFV DQG DWWULEXWHV WKH GLYHUVLW\ RI WKHLU
experiences and skills, as well as being culturally fit into the workplace (G1). 
 
When probed on what µculturally¶ fit means, G1 suggested that graduates need to be aware of the 
context and environment they are in. They QHHGWROHDUQKRZWRµDGDSWDQGUHIOHFW¶7KLVH[DFW
stand was also voiced by C1 when the respondent expressed on the importance of graduates to be 
µalert and mindful¶ DERXWFRQWH[WDZDUHQHVVDWZRUNSODFH*UDGXDWHV¶DGDSWDWLRQDQGUHIOHFWLRQ
on office environment, to be aware on when and how to speak, is crucial in ensuring harmonious 
relations between superior, subordinates, colleagues and clients. The concerns of the 
stakeholders discussed above are summed in Table 4. 4 below.  
Table 4. 4 Findings on Cognitive Knowledge: Cultural Competence. 
Sub component Requirement for workplace Exemplars 
Cultural 
Competence 
Contribute to harmonious relations between 
superior, subordinates, colleagues and clients.  
x Speak and write using 
the most appropriate 
register. 
x Agreeing/Disagreeing 
with the superior and 
subordinate in a 
diplomatic manner.  
x Adapt with small talks 
with colleagues, being 
aware with context 
awareness. 
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As a final point, among some interesting responses gathered on the importance of cultural 
competence, an outlook given by G2 was an eye opener, since it genuinely highlighted the need 
of our graduates to be adorned with this competency. G2 stated: 
If you (the graduates) know that your English is not at top notch, but your 
social skills are good, (for instance) you have good manners in treating 
customers ± SHRSOHZRQ¶WDUJXHDQGFRPSODLQDERXW\RXU(QJOLVK%HSROLWH
VPLOH VD\ VLPSOH JUHHWLQJV GRQ¶W WDON EDFN DQG UHWDOLDWH ± graduates should 
OHDUQ WR KDYH JRRG PDQQHUV LI WKH\ KDYHQ¶W OHDUQHG LW DW home [biting lips], 
please learn it in university, then. 
 
4.2.4 Cognitive Knowledge: Critical Thinking 
Critical thinking is the ability to analyse, hypothesise, synthesise and criticise (Morreale, 
Spitzberg and Barge, 2007, p. 440). In order to be more adept and successful in any areas of the 
workplace, the critical thinking skill is one of the many important skills needed from the bottom 
to the top of the managerial hierarchy. Nevertheless, having the critical thinking skill itself 
without having the tools WRFRPPXQLFDWHRQH¶VWKRXght in a proper manner would not be useful. 
Hence, this part of the study enlisted the issues brought to light by the stakeholders in regards 
with having to apply this skill at workplace.  
During the interview sessions, stakeholders implicitly stated their needs of 
graduates who can think critically and reflect their thoughts using proper 
language. Some of the viewpoints include; 
We need employees who have the ability in synthesising their thoughts and 
arrange them in a professional manner (G1). 
 
Being analytical and critical is helpful, tremendously helpful because critically 
synthesising reports and articles is frequently used at workplace (C4).  
 
In a meeting, it is important for you to be involved, to agree or disagree. If you 
sWDWH\RXUUHDVRQVZK\\RXDJUHHRUGLVDJUHHLWPHDQVWKDW\RX¶UHDWKLQNLQJ
SHUVRQ\RX¶UHV\QWKHVLVLQJWKHLVVXHVEHLQJFULWLFDO WRVROYHDSUREOHPRUWR
create solutions (C4). 
 
Employers want graduates who can display critical thinking required for 
innovation and anticipation of change (G2). 
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,I\RXGRQ¶WNQRZKRZWRZRUNZLWKRWKHUVKRZWRDFFHSWDQGJLYHFULWLFLVPRU
feedback positively ± RQO\ NQRZ KRZ WR FRQGHPQ SHRSOH \RX ZRQ¶W ILOO WKH
vacancy (C1). 
 
Others use this sub component as an important element to be assessed during recruitment 
process. It encompasses all four basic literacy skills and samples of relevant comments that 
explored the needs to have critical thinking are outlined in the table below.  
Table 4. 5 Relevant comments on critical skills at workplace 
 
All in all, what has been discovered from the stakeholders involved in this study was that critical 
thinking is required as part of communication tool at workplace because it can contribute to 
constructive criticism while resolving issues at workplace. Different ways of the usage of this 
sub component at the workplace can be identified, namely; critically synthesising their thoughts 
in a professional manner to improve the workplace situation; identify, analyse and solve 
problems critically and innovatively; and give positive feedback and healthy criticism after 
Critical Skills applied in basic 
literacy skills for workplace 
Relevant interview scripts 
Reading In that test, we ask them to write half page of summary and another 
half page of critical comments and critiques. This office skill is 
essential here (G2).  
 
Writing During this recruitment process, essay writing will prove to us the 
maturity of the candidates, you analytical skills, synthesising your 
thoughts and putting them on paper (G1). 
 
Speaking We have group interview sessions where we look at the way they 
handle situation, by agreeing or disagreeing on certain notion ± 
how emotional and critical can they be (C2). 
 
Listening Not just understand, but they respond back to us, being critical too 
at times. It is important for others to realise that you have grasp the 
meaning (A1).  
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analysing issues at the workplace. The findings on this sub component are displayed in Table 4.6 
below.  
Table 4. 6 Findings on Cognitive Knowledge: Critical Thinking 
Sub 
component 
Requirement for workplace Exemplars 
Critical 
thinking 
Contribute to constructive criticism 
while resolving issues at workplace. 
x Critically synthesising their thoughts in 
a professional manner to improve 
situation.  
x Identify, analyse and solve problems 
critically and innovatively. 
x Give positive feedback and healthy 
criticism after analysing issues at 
workplace. 
 
4.2.5 Cognitive Knowledge: Tasking Skill 
Morreale, Spitzberg and Barge define tasking skill based on ideas contained in the reflective 
thinking model, the functionalist approach and attentive interactions (2007, p. 226). The five 
central task skills are 1) defining problem, 2) analysing the problem, 3) identifying criteria for 
solving the problem, 4) generating solutions or alternatives, and 5) evaluating solutions (ibid). 
Tasking skill applied in this research is similar to problem solving steps as described by 
Bardwell et al. (1994). Nonetheless, Morreale, Spitzberg and Barge (2007) have made theirs 
simpler and more practical. Tasking skill was also used in this study since the descriptions of 
tasks were precise and clear; hence data was easily themed and coded using the definitions given 
by Morreale, Spitzberg and Barge (2007).  
Tasking skill is another competence being sought by the stakeholders and many of the 
respondents included this sub component to be assessed during the recruitment process. Though 
this skill was discussed in all interviews, nevertheless, the industries took an extra step in 
assessing this skill. Below are some of the examples of how industries assess gUDGXDWHV¶WDVNLQJ
skill by giving them assignments to complete in groups; 
We give them (interview candidates) a problem to solve ± for example, there 
are only ten out of twenty shops in one area who has an account with Coke. So, 
how to approach the other ten? We want to know their creativity, ideas, 
suggestions, what are their limitations, why they do not want to sell or why 
142 
 
some Mamak are against Coke. They need to generate solutions, provide 
alternatives then present them to us (C5). 
 
You (Job applicants) are also given a situation where you need to study, plan 
and present to the directors. (During the process,) they are given a problem to 
study, and present what they will do with the problem, how to address it and 
measures they are taking. We ask them to work and present in groups and we 
will scrutinise those who are over dominating or too passive (C3). 
 
We ask them to distribute some survey to visitors and see how they 
communicate with them (visitors). We evaluate them on that, how good and 
efficient they are in getting information, especially from tourists. Then we ask 
them to analyse the survey and highlight the most important issue brought up 
by the visitors. During the group presentation, usually the panels will probe 
them on why do they think their issues were crucial (C2). 
 
:H DVN RXU FDQGLGDWHV WR DSSO\ µIXQ WKHRU\¶ LQ PDNLQJ RXU SURGXFWV PRUH
attractive ± marketing wise. In a mixed group of various degree holders from 
marketing, accountancy, engineering, actuarial science, mathematics 
backgrounds, they need to come up with a marketing concept to rebrand the 
readily available merchandises. The group who has great creativity and feasible 
ideas, gets to present their concept to our CEO and oh, of course, a job, too 
[smiling] (C6). 
 
During this process, graduates were expected to organise the team and their thoughts together in 
solving workplace problems. Using their critical thinking skills, they need to define problems 
and identify measures for solving them. Solutions to the issues must be addressed in a creative 
and practical manner. As exhibited above, stakeholders like C2 will not accept the solutions 
easily, but they will ask more questions in order to ensure the candidates can evaluate their own 
VROXWLRQVDQGJLYHPRUHDOWHUQDWLYHV7KHULJRURXVSURFHVVRIUHFUXLWLQJµKHOSVRXUFRPSDQ\WR
HPSOR\WKHEHVWDPRQJWKHEHVW¶& 
Additionally, some respondents claimed that tasking skills were also important during speaking, 
reading and writing for workplace context. Organising thoughts on paper, laying your points 
politely and disagreeing civilly whilst generating more productive solutions and alternatives are 
important skills that graduates should master upon graduation.  
When you write or speak, if you state your reason (for disagreeing) it means 
\RX¶UHDWKLQNLQJSHUVRQ\RXDUHV\QWKHVLVLQJWKHLVVXH%HLQJYHU\FULWLFDODW
the same time to solve a problem or to create a solution (G2).  
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One of (components being) tested in essay writing (during recruitment process) 
is the flow of thought (C4). 
 
If you cannot skim and scan the content or gist of the article, it will be 
problematic. This is a simple task when we give them an article to summarise 
and comment about new policies, they fail to do so (G1). 
 
All in all, from the responses taken from the stakeholders, it was discovered that applying these 
steps during communication, especially in groups at the workplace, can facilitate a well-rounded 
analysis. Graduates who are equipped with this competence can contribute to productive long-
term and short-term strategic planning and effective execution for workplace tasks. This is 
because they are able to organise their thoughts and solve workplace problems and issues 
systematically, while disagreeing politely in generating better solutions and alternatives in 
workplace issues. Graduates are also able to synthesise issues at work and evaluate solutions 
individually when mastering the tasking skill.  
The findings from this sub component are displayed in Table 4.7 below. 
Table 4. 7 Findings for Cognitive Knowledge: Tasking Skill 
Sub 
component 
Requirement for workplace Exemplars 
Tasking skill Contribute to productive long-term 
and short-term strategic planning 
and effective execution of workplace 
tasks.  
x Organise thoughts and solve 
workplace problems and issues as a 
team. 
x Disagreeing politely in generating 
solutions and alternatives in 
workplace issue.  
x Synthesise issues at work and 
evaluate solutions individually. 
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Figure 4.7 Cognitive skills required by stakeholders. 
The data in Figure 4.7 were compiled from a number of sources, which are language instructors 
from academia, human resource managers from multi-national companies as well as executive 
officers in the government agencies. Figure 4.7 shows the distribution of cognitive knowledge 
skills as mentioned by the stakeholders.  Knowledge of subject matter and linguistic competence 
were seen as the most important sub skills for all three stakeholders, whereby 65% of the 
cognitive competences discussed by the government executives were on these two sub skills, 
62% by the academia and 48% by the companies. These high percentages are in agreement of 
Expert A (See Appendix A) when she accentuated on the role of language instructors in higher 
education to reflect and improvise modules and teaching performa by maintaining a high level of 
subject content knowledge within the English for Specific Purposes courses and incorporating 
up-to-date linguistic competence as required by other stakeholders. After completing needs 
analysis at the end of every semester, language instructors need to rectify any potential gaps 
within the EOP course as quickly as possible by integrating the gaps from the subject content 
knowledge with creative teaching techniques, i.e. task based learning and problem based 
learning. Expert A stressed that accuracy in structuring lessons, creating resources, giving tasks 
and assessments is paramount in responding to what stakeholders require. Jacobs and Farrell 
(2001:6) give their definition and explain the benefits of content based instruction: 
µ&XUULFXODULQWHJUDWLRQVHUYHVWRRYHUFRPHWKHSKHQRPHQRQLQZKLFKVWXGHQWV
study one subject in one period, close their textbook and go to another class, 
open another textbook and study another subject. When various subject areas 
are taught jointly, learners have more opportunities to see the links between 
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subject areas. By appreciating these links, students develop a stronger grasp of 
a subject matter, a deeper purpose for learning and a greater ability to analyse 
VLWXDWLRQVLQDKROLVWLFPDQQHU¶ 
 
Thus, content-based instruction gives EOP a global and constructivist sense which is beneficial 
both for the learner and for the teaching itself, which gains coherence and a wider perspective. 
From the perspective of the discourse competence, a content-based approach is associated with  
the academic genres. The materials for language learning are those texts used in other subject-
matters, with all their discourse features (cohesion, coherence, rhetorical structure, etc.) as well 
as the tasks are normally performed in other subject-matters (map-reading, problem-solving 
activities, etc.). Thus, a discourse-oriented type of instruction may help improve not only the 
communicative competence, but also general academic competences the learner must control 
during their university experience. 
 
Tasking skill was less emphasised by respondents from Academia. This skill was mentioned only 
3% of the time which was the least mentioned sub skills of cognitive knowledge by those 
representing academia. On the other hand, human resource managers from the companies 
believed that this skill was one of the skills that entry level employee should master upon 
graduation since it was mentioned 16 times (21%) during the interview sessions. The executives 
from the government agencies also agreed on the importance of tasking skill by bringing up the 
importance of tasking skills 12 times (17%) during the interview.  
 
Another important aspect mentioned quite frequently during the sessions was critical thinking 
skills.  It was mentioned more by the members from academia (28%) and companies (20%) than 
those from the government agencies (8%). A3 mentioned that critical thinking skills must be 
included within her subject since it was one of the essential skills mentioned in The National 
Higher Education Strategic Plan. A few respondents aligned this skill with a creative teaching 
method which is problem-based learning (PBL). A6 enriched the meaning of PBL in higher 
HGXFDWLRQ E\ VD\LQJ WKDW 3%/ LV D µFarefully constructed, open-ended problems which help in 
developing critical thinking skills. Through such problems, students encounter concepts in 
contextually rich situations that impart meaning to those ideas and it is proven that it enhances 
their WKHVWXGHQWV¶retention¶. $DGGHGWKDWµThrough PBL, students learn how to learn, how to 
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ask the right questions to arrive at solutions¶. Members from the companies (C1, C3 and C7) 
hoped that future undergraduates can be taught on how to work in groups and solve issues given 
at workplace. AUHVSRQGHGE\VD\LQJµLQP\FODVV(23LVKDQGOHGLQJURXSV7he group format 
teaches students the power of working cooperatively, fostering not only valuable communication 
and interpersonal skills, but also a sense of community in which diversity becomes a strength, 
enhancing the learning experience for all¶. Therefore, PBL addresses the real concern of industry 
that fresh graduates must come prepared with problem-solving skills with high critical thinking 
skills and be able to communicate effectively across disciplines and work with others to solve 
problems.  
4.2.6 Communication Skills: Interpersonal Communication 
In this research, interpersonal communication is defined as a complex process that can be 
described in simplified terms by a sender and a receiver who exchange messages containing 
ideas and feelings, mixed together, which also includes social skills and emotional intelligence, 
both of which can be improved through effort and experiences (Dufrene & Lehman, 2012). 
Within the context of interpersonal communication, Morreale, Spitzberg and Barge (2007) 
further explain it by adding four sub components, namely attentiveness, composure, coordination 
and expressiveness.  
Among the four sub components explained by Morreale, Spitzberg and Barge (2007), composure 
and attentiveness were the two most conferred among the stakeholders (refer to Figure 4.20). 
Composure, or the lack of it, was the main reason why Malaysian graduates were still unable to 
speak comfortably with others. The evidences from the stakeholders are as follow; 
µ«EXWWKH\WKHFDQGLGDWHVDUHODFNLQJRIFRXUDJHWRVSHDN¶$ 
 
µ7KHUHZHUHSOHQW\RIIUD]]OHGQHUYHV¶* 
 
µ%DVLFDOO\WKHJHQHUDODELOLW\RIWKHJUDGXDWHVLVPHGLRFUHDQGLWJHWVZRUVHRI
KLQGHUHGE\QHUYHV¶& 
 
µ:KHQRQH LV QHUYRXV WKH\ WHQG WR IRUJHWPDQ\ WKLQJV HVSHFLDlly what they 
KDYHOHDUQHGLQOHFWXUHV¶& 
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µ6R,EHOLHYHWKDWVPDOOWKLQJVOLNHWKDWFDQEHDSUREOHPDWZRUNSODFHEHLQJ
too nervous, not knowing how to handle their nerves, then to be not 
SURIHVVLRQDODQGUXGHDWWKHVDPHWLPH¶$ 
 
µ7KH\ DUH ODFNing of confidence, composure which made it worse when the 
panel ask you to speak in a language that they are not fluent with. Intimidated, 
PD\EH¶* 
 
In order to overcome this problem, the respondents suggested for the graduates to be prepared 
when they plan to come for an interview. 
µ3UHSDUH \RXU DWWLUH PDWHULDOV OLNH &9 DQG UHVXPH ± if you come in (for an 
LQWHUYLHZSUHSDUHG\RXZRXOGQRWEHDVQHUYRXV¶& 
 
µ,¶P QRW EODPLQJ WKHP 6RPHWLPHV WKH\ FDQ FRPPXQLFDWH EXW EHFDXVH WKH\
are not well prepared, so they get nervous, and then, they could not deliver 
GXULQJWKHLQWHUYLHZ¶& 
 
When the respondents were probed on what were their expectations during the recruitment 
SURFHVV & DQVZHUHG VLPSO\ µ:KHQ ZH KDYH  JURXS LQWHUYLHZ VHVVLRQ ZH ORRN DW their 
personality, their appearance, their composure, the way they handle the situation when agreeing 
and disagreeing on certain motions ± KRZ GLSORPDWLF HPRWLRQDO RU FULWLFDO RQH FDQ EH¶ &
$QRWKHU DGGHG µVR LQ WKH VHOHFWLRQ SURFHVV ZH ZLOO ORRN Lnto their fluency, but more 
LPSRUWDQWO\WKHLUFRQILGHQFHDQGPDWXULW\¶& 
$Q LQWHUHVWLQJ SRLQW KLJKOLJKWHG E\ RQH RI WKH UHVSRQGHQWV RQ WKH LVVXH RI JUDGXDWHV¶
attentiveness in communication was how rapid is face-to-face communication is deteriorating. 
* SURFODLPHG WKDW WKH JUDGXDWHV µGR QRW DFWXDOO\ FRPPXQLFDWH ZLWK HDFK RWKHU HYHQ WR WKH
people who are sitting next to them, while waiting to be called during the interview. Some of 
them said salam17 RURWKHUJUHHWLQJVDQGWKDW¶VLW7KH\DUHDEVRUEHG no, they are wired to their 
PRELOHV7KLVLVZK\,WKLQNRXUVWXGHQWV¶VRFLDOVNLOOVDUHJRLQJGRZQUDSLGO\,WLVVDG¶ 
+RZHYHU µRQFH LQ D EOXH PRRQ¶ * WKHUH ZLOO FRPH FDQGLGDWHV ZKR DUH µDEOH WR VSHDN
FRPIRUWDEO\¶&DQGZLWKµFRQILGHQW¶$$Q interesting case was highlighted by C3 on an 
exceptional candidate who was very attentive and passionate about the offered post (a nurse). 
                                                 
17
 7RJLYHDVDOXWDWLRQPHDQLQJµSHDFH¶XVHGZLGHO\HVSHFLDOO\LQ,VOamic countries.  
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µ6KH WKH FDQGLGDWH WROG WKH LQWHUYLHZ SDQHO WKDW VKH ZDV ZLOOLQJ WR GR
whatever it takes to get the post. She has been taking care of her diabetic 
mother since she was in Form 1 (13 years old). Brought up in a poor family, 
she went and peep through the window of the local government clinics, and see 
how the nurses uses syringes and blood pressure machines. She learned how to 
clean her mom who suffered from gangrene from YouTube. Her brothers paid 
for her tuition fees to be a nurse. I mean, how can we say no to exceptional 
stories like this. Of course she was accepted! Being passionate about a job, and 
actually being comfortable to tell us the story during the interview shows that 
VKHZDVDWWHQWLYHDQGZLOOLQJWROHDUQ¶& 
In sum, stakeholders agree that interpersonal communication is an important skill since it can 
contribute to diplomatic and matured communication between superior, subordinate and clients. 
Therefore, upon graduation, graduates who have empowered with this skill can speak 
comfortably with employers, without feeling apprehensive and nervous. They also can pay 
attention to workplace communication activities, without getting distracted easily, especially 
with handheld electronic devices. Being attentive is revealed important by the stakeholders since 
graduates can build good rapport with superiors, subordinates and clients. Part of having good 
interpersonal communication skills is that graduates need come to interviews, meetings and other 
workplace events well prepared whereby they are ready to express themselves maturely and 
diplomatically during those events.  
 
Figure 4.8 Interpersonal skills required by the stakeholders. 
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5HIHUULQJ WR 0RUUHDOH 6SLW]EHUJ DQG %DUJH¶V  IRXU EDVLF FRPSRQHQWV RI LQWHUSHUVRQDO
skills (See Figure 2.5), composure, coordination, attentiveness and expressiveness, were four of 
the terms used to code the interpersonal skills. 0DLQWDLQLQJ RQHV¶ FRPSRVXUH ZDV WKH PRVW
important component needed by the new undergraduates. HDYLQJ µJRRGYRFDOFRQILGHQFH¶ &
DQG*µUHOD[HGERG\ODQJXDJH¶*$DQG*DPSOHH\HFRQWDFW&DVZHOODVVKDULQJ
own experiences and beliefs in a positive and light manner (G1) were deemed important by the 
stakeholders. Attentiveness was also deemed important, especially by the members of academia, 
VLQFH LW FRXOG VKRZ WKH QHZO\ JUDGXDWHV¶ PDWXULW\ DQG FRQVFLHQWLRXVQHVV DV ZHOO DV EHLQJ
focussed at workplace. This communicative competence should be developed within EOP 
lessons, and other courses taken by the students of Malaysian higher education institutions by 
employing student-centred learning in classroom. Meta-analyses papers that synthesize results 
from numerous individual studies confirm positive influences of student-centred learning 
approaches to teaching on academic performance, attitudes toward learning, and communication 
skills. In light of the growing evidence on the effectiveness of student centred learning 
approaches, Handelsman et. al. VWDWHGµWKHUHLVPRXQWLQJHYLGHQFHWKDWVXSSOHPHQWLQJRU
replacing lectures with active learning strategies and engaging students in discovery and 
scientific process improves learning and knowledge UHWHQWLRQ¶ (p.35). 
*VWDWHGWKDWH[SUHVVLYHQHVVE\QHZHQWU\OHYHOHPSOR\HHVZDVLPSRUWDQWEHFDXVHLWµSURYLGHG
WKHPZLWKWKHDELOLW\WRFRPPXQLFDWHZLWKRWKHUVDWDOOOHYHOVRIWKHRUJDQLVDWLRQ¶+HDGGHGWKDW
RQHV¶DVVHUWLYHQHVVWREHH[SUHVVLYHFRXOGEHµWKHPRVWFUXFLDOIDFWRUWRSXVKWKHLULGHDVIRUZDUG
LQDSRVLWLYHQRWDJJUHVVLYHPDQQHU¶µ:HQHHG\RXQJHPSOR\HHVWREHEROGDQGFUHDWLYHLQWKHLU
LGHDVDQGH[SUHVVLYHLQUHOD\LQJWKHPWRXV¶* 
Table 4.8 below is the summation of the findings for interpersonal communication in this study.  
Table 4.8 Findings for Communication Skill: Interpersonal Skill 
Sub component Requirement for workplace Exemplars 
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Interpersonal 
Communication  
 
 
 
Contribute to diplomatic 
and matured 
communication between 
superior, subordinates and 
clients.  
x Speak comfortably with employers, not 
hindered with nerves. 
x Pay attention to workplace 
communications activities and do not get 
distracted easily (with electronic devises). 
x Attentive in formal or informal workplace 
communication which can help build 
rapport with superiors, colleagues and 
clients.  
x Well prepared prior to workplace meetings 
and planned activities in order to express 
opinions maturely.  
 
4.2.7 Communication Skills: Listening Skill 
Let it be stated that the author concurs with Rasul, Puvanasvaran and Keroh (2009) assertion that 
µOLVWHQLQJ LQYROYHV UHFHLYLQJDWWHQGLQJ WR LQWHUSUHWLQJDQGUHVSRQGLQJWRYHUEDOPHVVDJHVDQG
other cues, such as body laQJXDJH LQ ZD\V WKDW  DUH DSSURSULDWH WR WKH SXUSRVH¶ (p. 27). 
Stakeholders involved in this study claimed that listening skill is an important receptive skill to 
be grasped by graduates upon graduation 
Good listening skills at the workplace helps entry-level employee to blend in with the working 
environment. C3 stated: 
µBeing able to fit in at graduate level is being able to fit in during a meeting 
and fully comprehend what is going on around them. (They need) to be able to 
quickly understand any technical issues, (state) things they either agree or 
GLVDJUHHZLWKRUWKLQJVWKDWWKH\GRQ¶WXQGHUVWDQGDQGWRDEOHWRVSHDNXSDQG
VD\³,GRQ¶WXQGHUVWDQGFDQZHWDONDERXWWKLVLQPRUHGHWDLO"´ 
$VNLQJTXHVWLRQVWRFODULI\RQH¶VXQGHUVWDQGLQJLVDJRRGZD\WRVhow others that graduates fully 
comprehend what is going on around them during meetings, briefings, seminars, conferences and 
presentations. In addition, stakeholders acknowledge positive responses such as disagreeing 
politely during meetings and negotiations if better ideas can be brought up, as voiced by G3: µLI
\RXGLVOLNHRQHWKLQJRUGLVDJUHHRQDPRWLRQ\RXKDYHWRVSHDNXSDQGMXVWLI\¶ 
Nonetheless, some employers are puzzled with some of the young graduates since many 
displayed their understanding of discussion or directions from body language evidence, 
unfortunately, they could not verbalise them when asked. A2 commented on this trend: µ7KH\GR
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understand our instructions, but they do not know how to reply, they do not know how to 
respond to our reTXHVWVDQGLQVWUXFWLRQV¶&WKHQLQVLVWHGWKDWµDQH[SODQDWLRQRIZKDWKDVEHHQ
comprehended) was needed to create mutual understanding between the speaker and the 
OLVWHQHU¶ 6R µWKH OHDVW WKDW ZH ZDQW WKHP WR DFKLHYH LQ ZRUNSODFH FRPPXQLFDWLRQ LV WR
XQGHUVWDQG DQG FRPPXQLFDWH EDFN WR UHVSRQG WR WKH FXVWRPHU YHUEDOO\ RU ZULWWHQ¶ &
Therefore, it is learned that responding appropriately in writing or speech after understanding 
instructions or questions from colleagues or superiors is important to show that one is equipped 
with good listening skills at work. Graduates from science faculty are shown to have better 
OLVWHQLQJVNLOOVLQFH$DGPLWWHGWKDWWKH\GRµQRWMXVWXQGHUVWDQGXVWKH\UHVSRQGEDFNWRXV
being critical too, at times. As compared to arts students, they hardly respond back, even when 
we ask them direct (yes-QRTXHVWLRQV¶+HQFHLWLVIRXQGFULWLFDOIRUJUDGXDWHVWRJLYHIHHGEDFN
when asked since this shown their commitment and understanding at workplace.  
Then again, in specific jobs, the listening skill is perceived to be one of the essential skills in 
ensuring a VXFFHVVIXO FDUHHU * H[SODLQHG IRU RFFXSDWLRQV OLNH GRFWRUV DQG QXUVHV µEHGVLGH
manners should be wonderful, and listening is the other key (skill). At times, patients just need 
someone to listen to them, to talk about small matters. Try to sharpen your listening skill, 
EHFDXVH LWPLJKWVDYHD OLIH¶$GGLWLRQDOO\KDYLQJJRRG OLVWHQLQJVNLOOVKHOSJUDGXDWHV WREXLOG
good rapport with their bosses and colleagues, as agrHHGE\*µ,WOLVWHQLQJKHOSVDORWLQWKH
job. Listening can help someone to understand the superiors and colleagues better. That skill 
KHOSV\RXWRERQGHDVLHUDQGPDNHWHDPZRUNZRUNV¶,QVXP7DEOHGLVSOD\VWKHFRPSLODWLRQ
of findings on listening skill for workplace from this study. 
Table 4.9 Findings on Communication Skill: Listening Skill. 
Sub component Requirement for 
workplace 
Exemplars 
Listening Skill Contribute to 
successful working 
relationships and 
effective execution of 
tasks. 
x Ask if one does not understand instruction by 
superior, colleagues and clients. 
x Disagree politely if better ideas can be brought up 
during meetings and negotiation.  
x Respond appropriately (speech or non-verbal 
communication) after understanding the instructions, 
questions, etc. from superior, colleague  
x Fully comprehend what is going on around them at 
workplace.  
x Give feedback when asked by colleagues, superior 
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and clients after fully understanding the situation.  
x 5HVSRQGVWRFOLHQWV¶FRmplaints 
x Understanding others during briefings, seminars, 
conferences and presentations.  
 
4.2.8 Communication Skills: Presentation Skill 
One of the key skill in communication looked for by employers is oral communication, 
especially the ability to deliver powerful and effective presentations. In this research, let it be 
declared that the explanation of effective presentation skill for workplace in this study accords 
with Morreale, Spitzberg and Barge (2007) whereby it consists of the ability of the graduates to 
present informatively and persuasively with appropriateness, credibility, clarity and vividness. In 
addition to that, this study also admitted the need of another important aspect of presentation as 
suggested by Rafe (1990), which is motivating listeners to accept new ideas, alter an existing 
belief, or act on a given principle. 
 
Figure 4.9 Presentation skills as required by stakeholders. 
Based on the data (see Figure 4.9), 46% represents 58 responses from the academia stressed on 
the importance of developing presentation skills in higher education. It was significantly higher 
than what was expected by the government executives (21%, 27 responses) on presentation skill. 
Though the differences of responses were recorded, it did not indicate that government and 
industry took presentation skill lightly.  
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Employers have high expectations for young graduates to have good presentation skills in order 
to share their creative ideas with their colleagues and superiors. Being informative and 
presenting the information in an interesting manner are demanded at the workplace nowadays. 
The excerpts below clearly exemplify the requirements of the stakeholders; 
µ7KH\ *UDGXDWHV KDYH WR SUHVHQW LQ JRRG ODQJXDJH IOXHQW DQG LQIRUPDWLYH
We do not expect fancy words and phrases but they have to be precise in 
LQIRUPLQJXVWKHLUILQGLQJVXVLQJWKHLURZQZRUGV¶* 
 
µ,IWKH\JUDGXDWHVKDYHZULWWHQUHSRUWVWKH\KDYHWRSUHVHQWWKHLUILQGLQJVLQ
meetings. And sometimes (they have) to show what they found in a simpler 
mDQQHU¶* 
 
µ'XULQJ WKHSUHVHQWDWLRQ WKH\QHHG WR WHOOXVZKDW WKH\KDG OHDUQHGDQGKRZ
WKH\FDQKHOSWRLPSURYHE\JLYLQJVROXWLRQVDQGDOWHUQDWLYHV¶& 
 
µ7KH\ HPSOR\HH FDQGLGDWHV DUH JLYHQ D SUREOHP WR VWXG\ DQG WKHQ SUHVHQW
ZKDWWKH\¶OOGRZLWKWKHSUREOHPKRZWRDGGUHVVWKHPHDVXUHVWKH\¶UHWDNLQJ¶
(C5) 
 
µ*UDGXDWHVQHHGWRPDNHWKHLULGHDVFOHDUVRWKDWHYHU\RQHFRXOGXQGHUVWDQG
(them), without having to read their mind. Graduates need to respond to all 
TXHULHVSRVHGE\FOLHQWV¶* 
 
µ'XULQJ WKH UHFUXLWPHQW SURFHVV WKHUH¶OO EH JURXS GLVFXVVLRQ 6R WKHQ WKH\
need to present, to tell the panel the experience they had in English  
/DQJXDJH¶*  
 
In providing clear and vivid presentations DVZHOODVWRNHHSVSHFWDWRU¶VDWWHQWLRQJUDGXates must 
be equipped with the ability to exploit a range of presentation skills. G1 explained that during the 
UHFUXLWPHQWSURFHVVWKHSDQHOµGRQRWORRNRQO\DWWKHHQGSURGXFWLQGLYLGXDORUDOSUHVHQWDWLRQ
but they watch them discuss and present, all LQ (QJOLVK¶ ,Q DGGLWLRQ & GHVFULEHG WKHLU
UHFUXLWPHQWSDWWHUQDVµXQLTXHDQGULJRURXV¶VLQFHWKHFDQGLGDWHVZHUHDVNHGWRµLPSURYLVHRQWKH
readily available merchandises to meet the expectation of current customers¶. The candidates 
were asked to practically perform a quick market survey prior to group discussion and group 
SUHVHQWDWLRQ µ7KH\ ZHUH DOORZHG WR XVH DQ\ SUHVHQWDWLRQ PHWKRG WKH\ ZDQW WKH\ KDYH WR EH
FUHDWLYH DQG LQQRYDWLYH WRFDSWXUH WKHSDQHO¶V DWWHQWLRQ7KHLURXWSXW VKRXOG LQIRUPHPSOR\HUs 
WKDW WKH\ FDQ FRPH XS ZLWK QHZ LQQRYDWLYH PHDVXUHV LQ LPSURYLQJ PHUFKDQGLVHV¶ &
Additionally, graduates were expected to have the knowledge to present with the help of 
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FRPSXWHUVDQGRWKHUDSSOLFDWLRQVDVDPDQDJHPHQWWRRO&H[SODLQHGWKDWGXULQJµSresentations 
for (higher) management (team) ± the chairman, company committee board ± we (employers) do 
RXUVOLGHVLQ(QJOLVK¶ 
All in all, the findings for presentation skill for workplace as established by the respondents of 
this study are displayed in Table 4.10 below. 
Table 4. 10 Findings for Communication Skills: Presentation Skill. 
Sub component Requirement for workplace Exemplars 
Presentation Skill Contribute to sharing of ideas 
and thoughts effectively with 
superior, colleagues and 
clients.  
x Able to share ideas with colleagues 
creatively. 
x Able to persuade clients to accept their 
ideas by explaining in a simple yet 
interesting manner.  
x Inform superiors of new innovative 
measures in improving workplace.  
x .HHSVSHFWDWRU¶VDWtentions using range of 
presentation skill, with the help of IT as a 
management tool. 
x Responding to enquiry from the clients. 
4.2.9 Communication Skills: Speaking Skill 
One of the dominant features identified during the in-depth interview in the workplace practices 
of the fresh graduates in this study is speaking. Indeed, a substantial emphasis is designated for 
speaking as an essential component for almost all stakeholders involved. The following sub-
VHFWLRQV GLVFXVVHV WKH VWXGHQWV¶ VSHDNLQJ SUDFWLFHV ORFated in workplace setting by drawing 
attention to the various speaking activities as vital components entailed in ensuring productive 
and appropriate verbal interactions for effective workplace execution. Since all stakeholders 
deliberated long and wide on the issue of speaking skills, the sub-sections will be divided into 
three parts, discussing the needs and views of each stakeholder separately; academia, 
government agencies and industries.  
Respondents from academia stressed on the importance of audience. Syllabuses in Malaysian 
schools, from KBSM to KSSR had stressed the importance of processing information and 
presenting it to a different variety of audience (MOE, 2000, 2012a). Nevertheless, the graduates 
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were still underestimating the power of audience when they speak. The remarks given as 
evidence of this issue are as below; 
µ0RVW RI WKHP JUDGXDWHV ZLOO FDVXDOO\ FRPH WR WKH IURQW DQG VWDUW WKHLU
presentation, without greetings, opening remarks, even though they have 
learned it previously in the Public Speaking course. Very disrespectful to the 
audience. Just imagine they do this in front of a big client at work [shaking 
KHDG@¶$ 
µ,Q SXEOLF VSHDNLQJ FODVVHV they really want to talk about their study-related 
issues, but they need to be aware of their audience (who came from different 
departments and faculties). To make life easy, they tend to choose topics which 
are too general. And sadly, our students found it difficult to describe simple or 
JHQHUDOWRSLFLQWKHPRVWLQWHUHVWLQJZD\¶$ 
However, there was a special case mentioned by A1 of having a quiet and timid student in the 
classroom and watching her final year public speaking presentation; 
µ6KHVXEPLWted her project power point presentation earlier to me and I was not 
sure whether she could present her findings from her final year project to a 
multi-discipline audience, but she promised me she would try her best. And to 
my surprise, during the presentation day, the timid girl bloomed into a 
confident speaker. She speaks fluently, using different vocabulary to suit the 
audience. The most wonderful thing was, she understood what she was talking 
about because she tried to apply her findings into different situations that suit 
WKHDXGLHQFHV¶H[SHULHQFH)DQWDVWLFLWZDV¶$  
&DJUHHGRQ WKH LVVXHRI LGHQWLI\LQJRQH¶VDXGLHQFHZKHQVSHDNLQJVLQFH WKHKXPDQUHVRXUFH
PDQDJHUDVVHUWHG µ*UDGXDWHVKDYH WRKDYHVNLOOV LQGHDOLQJZLWKRWKHUSHRSOH:HDUHGHDOing 
with our customers, the end users, and also with our colleagues and bosses. So we need 
communication skills. Speaking and listening skills are among the important things other than 
WHFKQLFDOEDFNJURXQGWKDWJUDGXDWHVQHHGWRKDYH¶ 
Furthermore, lack of specialist vocabulary was detected as another area that needed a lot of work 
by our graduates, in order to be a competent speaker at workplace.  
µ, WKLQN WKH ODFN RI YRFDEXODU\ FDQ EH D JUHDW LVVXH 7KH\ FDQQRW FRQYHUVH
without using a Malay phrase in a sentence. They always refer to their friends 
WRVXSSRUWWKHPGXULQJFRQYHUVDWLRQV¶$ 
µ,W¶V D SLW\ WKH\ JUDGXDWHV KDYH WKH LGHDV PDUYHOORXV RQHV WRR GLVFXVVHG
during group discussions. But they cannot put them into cohesive justification, 
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in proper word when asked during presentation. Being brilliant, but not able to 
VKDUHLWZLWKWKHZRUOGWKDWLVQRWZKDW,FDOODEULOOLDQWZRUNHU¶$ 
µ)RUQRWKDYLQJHQRXJKZRUGVLQWKHLUYRFDEXODU\EDQNRQWKHLUVXEMHFWPDWWHU
speaking English will restrict thHPIURPEHLQJLQYROYHG¶$ 
µ:HQHHGDQLQWHUYLHZHHZKRFDQDUWLFXODWHZHOOXVLQJWKHFRUUHFWYRFDEXODU\
DQGSURQXQFLDWLRQ¶* 
µ,QWKLVURXQGZHQHHGWKHJUDGXDWHWRWHOOXVZKDWWKH\KDGOHDUQHGDQGKRZ
they can help to improve (the company). They have to present in a good 
technical language, fluent and informative. We do not expect fancy words and 
phrases, but they have to be precise and can inform us their findings using their 
RZQZRUGV¶& 
 
On the contrary, this was not the case for graduates of nursing and medicine. In commenting on 
this issue, a stakeholder reasoned that graduates who have a medical background need to have a 
learned the skill to inform patients in an enlightening and reassuring manner with proper 
intonation and simple word choices, so that patients and family members would understand the 
medical situations. Using excessive medical jargon would only increase their anxiety. This was 
indicated in the following expression; 
µ8QLYHUVLW\ VKRXOG H[SRVH WKHP ZLWK ODQJXDJH WKDW WKH\ DUH going to use 
outside the campus gates. Follow examples of some doctors graduated 
overseas, they can communicate well to me as a patient. Their learning process 
in their respective universities taught them how to make patient calm, using 
soothing voice and good choice of language. They learn how to break the news 
with the most delicate way. This should be taught since it cannot be picked up 
RQWKHVSRWDWZRUNSODFH¶* 
 
Returning to the last quote of C4 that was mentioned earlier, being clear and precise is important 
in solving issues at the workplace. Additionally, speaking clearly and precisely is an integral part 
in persuading others to accept ideas and opinions using well-defined explanations. Some other 
respondents also commented on this by stating: 
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µ*UDGXDWHV QHHG JRRG VSHDNLQJ VNLOO LQ GHDOLQJ ZLWK RWKHU SHRSOH FXVWRPHUV
bosses, colleagues and even subordinates, so they need to explain in a clear and 
SUHFLVHPDQQHU7KLVZLOOSUHYHQWFRQIXVLRQV¶& 
 µ+RZFDQZRUNHUVXQGHUVWDQGFOHDUO\DQG WKHQ explain precisely? They need 
to have the understanding of the product because you need to recommend it to 
WKHVKRS¶& 
The point brought up by C5 must be highlighted, whereby graduates need to understand what 
they want to explain. They themselves need to be persuaded before persuading others to accept 
their ideas and opinions. Without clear-cut understanding of an issue by graduates, explanations 
and clarifications would be messy and incomprehensible.  
In addition, there were some evidences to suggest that graduates who plan to work must also be 
able to respond to inquiries or problems on issues which are within their area of specialty. In 
doing so, employers would have more confidence in recruiting a mature and reliable worker. The 
opinions were indicated in the following expressions:  
µ:H QHHG ZRUNHUV ZKR FDQ XQGHUVWDQG DQG UHVSRQG :H DUH WKHPH SDUN
coordinators and operators; we need them to speak in order to respond to 
inquiries, to solve issues and to help our customers. We need them to speak 
fluently so that they can minimise the communication breakdown. We want our 
FXVWRPHUVWREHKDSS\¶& 
µ6RPH JUDGXDWHV IURP VFLHQFH EDFNJURXQG GR QRW MXVW XQGHUVWDQG XV WKH\
respond back to us, and being critical too at times. As compared to the 
(graduates from) arts background, they are more passive and needed a lot of 
HQFRXUDJHPHQWWRFRPSOHWHDFWLYLWLHV7KLVKLQGHUHGSURGXFWLYLW\¶$ 
Further analysis of the data on speaking skills revealed that stakeholders demanded the new 
generation of employees not only can communicate fluently with correct grammar and proper 
use of technical jargons, but also they are able to participate actively in workplace discussions by 
stating reasons for agreeing or disagreeing without interupting the speech of colleagues or 
superiors. This was detected in the following quotations:  
µ,WLVLPSRUWDQWIRURQHWROHDUQWRVSHDNWKHLUWKRXJKWVLQDSROLWHPDQQHU<HV
you can voice your disapproval but do it nicely, not arrogantly and being 
selfish. If you state your reason, it means you are a thinking person, you are 
V\QWKHVLVLQJWKHLVVXHEHLQJFULWLFDOWRVROYHDSUREOHPRUWRFUHDWHDVROXWLRQ¶
(G3) 
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µ<RX *UDGXDWHV KDYH WR YRLFH RXW \RXU FRQFHUQ LW LV XS WR WKH ERVV RU WKH
(members in) meeting to decide; but you have the power within you to throw 
\RXURSLQLRQWREHVKDUHG%XWLI\RXMXVWNQRZKRZWRFULWLFLVHSHRSOH¶VYLHZ
and not giving positive feedback, being negative and passive all at the same 
WLPH,¶PVRUU\\RXGRQ¶WEHORQJKHUHRUDQ\ZKHUHHOVH¶& 
µ<RXMXVWFDQQRWVD\µ1R¶WKHQVWDWHQRUHDVRQ1RRQHZLOOWDNH\RXVHULRXVO\
You need to sell your ideas, give alternatives. A good  boss will see your 
SRWHQWLDO¶* 
A marked contrast was voiced by C4, whereby in his field of work, engaging small talks with 
superiors, colleagues and especially clients in informal environments is considered as an 
HVVHQWLDOFRPPXQLFDWLRQVNLOOIRUWKHMRE&FODLPHGWKDWµVRPHJUDGXDWHVPLJKWEHEULOOLDQWDW
doing accounting, for example, but if they cannot make small talks, like, football scores during 
the weekend or the latest fuel saving car on the road, talks which can help to put customers at 
HDVH XQIRUWXQDWHO\ WKHLU IRUPV ZLOO EH RQ WKH .,9 NHHS LQ YLHZ VWDVK¶ 7KLV VXJJHVWV WKDW
employers, in recruiting new staff, do look at the whole package, including the ability to make 
and sustain informal conversations. On top of that, having a new recruit who can initiate contact 
and conversation, as well as requesting information on the phone is valued. G1 and A4 stressed 
on the iPSRUWDQFH RI JUDGXDWHV ZKR FDQ µPDNH IRUPDO SKRQH FDOOV¶ µFRQQHFWHG WR WKH ULJKW
SHUVRQ¶$WKHQµUHTXHVWLQIRUPDWLRQFOHDUO\¶*DQGµDVNTXHVWLRQVWRFODULI\DQGIRUGRXEOH-
FKHFNLQJ¶ $ ,Q PDNLQJ WKRVH UHTXHVWV JUDGXDWHV VKRXOG PDLQWDLQ µpolitenesses and 
µIRUPDOLW\ZLWKRXWEHLQJWRRIULHQGO\RUWRRUXGH¶$ 
Taking everything into account, the preceding analysis discovered that speaking skills is one of 
the most important core components in PCS. The findings above have listed a list of criterion 
needed by stakeholders in having employees who can contribute to productive and appropriate 
verbal interactions at workplace. The summary of the findings are displayed in Table 4.11. 
Table 4. 11 Findings for Communication Skills: Speaking Skill. 
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Speaking skill Contribute to productive 
and appropriate verbal 
interactions at 
workplace.  
x Inform audience (superiors, colleagues and 
clients) in an enlightening manner.  
x Contributing ideas and give opinions in group 
discussions. 
x Persuade superiors, colleagues and clients to 
accept ideas and opinions using well-defined 
explanations.  
x Use specialist vocabulary in a correct manner.  
x Give clear instructions to solve issues at work. 
x Initiating contact, requesting information on the 
telephone.  
x Seeking information from others at work. 
x Responding to enquiries/problems from 
superior/clients. 
x State reasons for disagreeing without interrupting 
the speech of colleagues or superiors 
x Discussion work schedules and procedures. 
x Engage small talks with superior, colleagues and 
clients informally.  
x Telephone conversations skill ± answering 
inquiries, giving instructions. 
4.2.10 Communication Skills: Non-verbal Communication 
Non-verbal communication, though not the integral part demanded by stakeholders, was still 
mentioned several times during the interview process. Nonverbal communication ranges from 
facial expression to body language. Gestures, tones, signs, and use of space are also important in 
nonverbal communication, as suggested by Morreale, Spitzberg and Barge (2007). Non-verbal 
communication or body language is an important part of how people communicate, and was 
mentioned during the interview. Hand and arm gestures, touch, and eye contact (or its lack) 
are a few of the aspects of non-verbal communication that may vary significantly 
depending upon cultural background.  
The fLUVW LPSUHVVLRQRI JUDGXDWHV¶SK\VLFDO DSSHDUDQFHs gives a big impact on the recruitment 
SDQHO &ORWKLQJ DSSDUHQWO\ FRPPXQLFDWHV DQ LPSRUWDQW PHVVDJH DERXW WKH µXQVSRNHQ¶
capabilities that the graduates carry with them during recruitment sessions. G2 admitted that they 
µDVVHVV RQ LQWHUYLHZHHV¶ DSSHDUDQFH DQG ORRN¶ VLQFH µWKHUH DUH FHUWDLQ GUHVV FRGH UXOHV WKDW
JUDGXDWHVKDYH WRFRQVLGHU¶6LPLODUO\&DOVRVWUHVVHG WKDW µJURRPLQJ¶ LVRQHRI WKHFULWHULD
assessed during interview session. C10 gave a straight forward advice to the young graduates by 
saying: 
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µ%HZHOO-prepared for your interview; your attire, materials like CV and resume. 
,I\RXFRPHLQSUHSDUHG\RXZRQ¶WEHDVQHUYRXV¶& 
Similar results have been obtained by Chen et al. (2010) whereby not being well-prepared will 
heighten anxiety and nervousness which will effect performance. In this research, the capability 
of controlling nerves during encounters with people at the workplace, particularly the superiors 
and clients is needed to make the communication highly professional. A few of the remarks are 
given below: 
µ%HLQJWRRQHUYRXVQRWNQRZLQJKRZWRKDQGOHWKHLUQHUYHVWKH\WHQGWREHQRW
professional and rude ± small things like that can be a problHPDWZRUNSODFH¶
(A2) 
µ:KHQ IRUHLJQHUV ZHUH DSSURDFKLQJ WKHP WKH\ VWDUWHG WR JHW DQ[LRXV
[translated], started to agitate. This is a poor service that we can give to the 
FXVWRPHUDQGLWJLYHVEDGLPSUHVVLRQWRWKHP¶& 
µ6RPHWLPHV WKH\ JUDGXDWHV FDQ communicate, but because they are not well 
prepared and the so they get very nervous, white faces, so they could not deliver 
WKHUHDWWKHLQWHUYLHZVSDFH¶& 
&RQWUDU\WRH[SHFWDWLRQVWKHUHDUHVWLOOJUDGXDWHVZKRDUHLJQRUDQWDERXWRWKHUV¶FXOWXUHVthough 
they live in the multi-ethnic society like Malaysia. G2 stressed that graduates should ensure and 
be aware that their body language is not offensive during conversations with colleagues, 
VXSHULRUVDQGFOLHQWVE\VWDWLQJµ7RXFKEHWZHHQRSSRVLWHJHQGer is inappropriate for Muslims, 
KHQFH JUDGXDWHV VKRXOG EH DZDUH RI WKDW KRZHYHU OLEHUDO \RX DUH RXWVLGH RIILFH GRRUV¶ *
Lacking of the awareness of this non-verbal communication might actually embarrass the boss, 
clients and themselves.  
Facial expreVVLRQZDVDOVRPHQWLRQHGE\WKHVWDNHKROGHUV*DIILUPVµ*LYLQJDVHUYLFHZLWKD
VPLOH DQG JRRG H[SODQDWLRQ ZLOO DFWXDOO\ KHOS WKH FXVWRPHUV WR OHW JR RI WKH µVKRUWFRPLQJV¶
>WUDQVODWHG@¶ ZKLOH ZHDULQJ D µERVV\¶& ORRN PDGH RWKHUV IHOW XQZHOFRPHG DQG µclients can 
HDVLO\SLFNHGRQ\RXUVPDOOIODZV¶&+HQFHKDYLQJSOHDVDQWIDFLDOH[SUHVVLRQVFRQWULEXWHWR
ease and comfort during face to face workplace interactions.  
Last but not least, a component which was mentioned by the stakeholders was punctuality. 
Graduates are expected to be on time in all workplace functions and it is a way to show your 
boss, clients, colleagues and subordinates that they are being respected. Arriving earlier than the 
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boss and clients during meetings proves to them that graduaWHVDUHµUHOLDEOH¶&DQGFDQEHµD
PDQ RI KLV ZRUGV¶ & & DQQRXQFHG WKDW LQ WKHLU FRPSDQ\ D FXOWXUH RI UHVSHFWLQJ WLPH LV
HVWDEOLVKHGµZKHQPHHWLQJVVWDUWHGDWDPZHKDYHWREHWKHUHE\¶ 
Concluding this section, we can say that clothing, physical appearance, body movement, facial 
expressions and time management exemplify the importance of nonverbal means of 
communication. These non-YHUEDO FRGHV 7DEOH  VWURQJO\ LQÀXHQFH WKH ZD\ RWKHU SHRSOH
perceive us as reported by the stakeholders.  
Table 4.12 Findings for Communication Skills: Non-verbal communication. 
Non-verbal 
communication 
Contribute to the ease and 
comfort during 
interactions.  
 
 
 
x Appropriately dressed according to 
workplace occasions.  
x Be on time in all workplace functions.  
x Control own nerves in meetings with 
superior and clients in order to be less 
agitated. 
x Ensure their body language is not offensive 
during conversations with colleagues, 
superiors and clients.  
x Wear pleasant facial expression. 
 
4.2.11 Communication Skills: Writing Skill 
It is important to highlight that writing skill was not actually mentioned in the CCM (Moreale, 
Spitzberg and Barge, 2007). However, during this data analysis procedure, writing skill was 
mentioned several times by the respondents which show the importance of this skill to be 
inserted in the PCS framework. All stakeholders in this study have written assessments prior to 
the interview sessions.  G1 stated there are two written essays which carry equivalent points; 
µZULWLQJ %0 HVVD\ DQG (QJOLVK HVVD\ ZKHUHE\ WKH KLJK TXDOLW\ TXHVWLRQV XQGHUZHQW LWHP
development assessment, so they were non-bias or non-GLVFULPLQDWH TXHVWLRQV¶ Most of the 
respondents in this study admitted they developed their own assessment items for the written 
test, according to their own specific needs.  
Table 4. 13 Findings for Communication Skills: Writing. 
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Writing Skill Contribute to effective 
execution of tasks at work 
and making the work flow 
efficient. 
x Filling in forms. 
x Write memo. 
x Write formal business letter 
x Write minutes of meeting 
x Write a summary of articles 
x :ULWHIRUWKHFRPSDQ\¶VZHEVLWH 
x Write formal/informal email messages 
x Write items for newsletter 
x Write reports using office template. 
 
4.2.12 Motivation: Positive motivation 
What is an undisputed fact is that any EOP course should be needs driYHQDQGKDVDQµHPSKDVLV
RQSUDFWLFDO RXWFRPHV¶ 'XGOH\-Evan & St. John, 1998, pp.1). Another undisputed fact is that 
having a clear purpose for communicating also promotes motivation (Dornyei, 2001). The 
outcome of the analysis of this study proves the same. Academics agree that graduates who 
µIRXQGWKHLUSXUSRVH¶$LQVSHDNLQJUHDGLQJOLVWHQLQJDQGZULWLQJLQ(QJOLVKZRXOGSHUIRUP
EHWWHUWKDQWKRVHZKRDUHµWRRcomplacent¶ with what they have. This group tends µnot to move 
forward and does not work KDUGHU¶& 
The results were relatively uniform that all stakeholders agree that having good command in 
English language communication can secure a job for graduates at the beginning and it also will 
definitely help them in climbing the workplace ladder. They insisted that this should be a big 
PRWLYDWLRQIRUJUDGXDWHVVLQFHEHFRPHSURILFLHQW LQ(QJOLVKDFWVDV µDELJ WLFNHWRUDSDVVSRUW¶
& LQ µVHFXULQJ D SRVW LQ ELJ FRPSDQLHV¶ & ZKLFK µRIIHU D JRRG VXP RI ZDJH DQQXDOO\¶
(C2). Others added; 
µ:H GR internal promotions, almost 50% of internal promotions. It is a good 
motivation for our workers to work hard. They need to perform their job well, 
DQGKDVKLJK(QJOLVKFRPPXQLFDWLRQVNLOO¶& 
µ7KH PRVW LPSRUWDQW WKLQJ LV PRWLYDWLRQ 7KH\ JUDGXDWHV KDYe to be 
motivated, they have to realise that English is not something spooky and hard. 
,WLVHVVHQWLDOIRUZRUNSODFH¶$ 
 µ,I \RX FRPPXQLFDWH HYHU\ GD\ LQ (QJOLVK VXUHO\ \RX ZLOO LPSURYH RQ \RXU
communication. It is important because the graduates need to undergo a 
probation period before they become a permanent member of the company. We 
assess on their usage of English communication for workplace. Hey, who 
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GRHVQ¶WOLNHWKHPHSDUNHVSHFLDOO\WKHSHUNVZHDUHJLYLQJWKHPLVJUHDW*UHDW
staff price for IDPLO\PHPEHUVJRRGRYHUWLPHSD\VWRQDPHDIHZ¶& 
µ7KH\QHHGWRFRQTXHUWKLVODQJXDJH(QJOLVK7KHUH¶VDORWRIRSSRUWXQLW\LQ
3XEOLF6HFWRUWRJURZDQGWRGHYHORS\RXUVHOIDVORQJDV\RXDUHZLOOLQJ¶* 
µ$VORQJDV\RXDUHZLOOLQJ¶*LVan imperative challenge set by the stakeholder and it  agrees 
with Carter (1983), whereby he believed that self-direction is important in the sense that it turns 
learners into users of the language. With the opportunities in front of the graduates, they need to 
KDYH µSRVLWLYH DWWLWXGHV IRU LQVWDQFH SURDFWLYH KDUGZRUNLQJ KLJK PRWLYDWLRQ DQG FXULRVLW\
GULYHQ¶&EHIRUHHPEDUNLQJLQthe workplace setting. In this study, it is proven that having the 
ability to communicate confidently at the workplace in English should be a big motivation for 
graduates to learn and practise the language, since having mastered the skill, they can choose any 
career path they want.  
With nearly forty thousand applications annually (and the number is growing since the booming 
of numbers of HEIs in Malaysia recently)*LQVLVWHGWKDWRQO\µWKHFUHDPRIWKHFURSV¶ZLOOEH
FKRVHQDQGPDQ\ZHUHµFXWRII¶EHFDXVHWKH\GLGQRWGRZHOOLQWKH(QJOLVKZULWLQJDVVHVVPHQW
given. When asked what were the motivations for the graduates to apply in this sector, G2 
replied,  
µ,WKLQNRXUIDFLOLWLHVDUHYHU\FRQGXFLYH± in Putrajaya. In addition, our perks 
are very good - housing and vehicle loans, pension, free hospital services to 
spouse, kids and parents. Furthermore, being an officer in this sector leaves a 
UHPDUNDEOH LPSUHVVLRQ HVSHFLDOO\ IRU SDUHQWV DQG IDPLO\ LQ µYLOODJHV¶
>WUDQVODWLRQ@¶* 
Government agencies understand that they have a role to play in motivating their employees to 
speak better in English. Nevertheless, the process of changing the policies to give priority for an 
easier promotion when staff have good English communication can take a bit more time. G1 
admitted,  
µ,NQRZLWVKRXOGEHDELJPRWLYDWLRQLI(QJOLVKFDQEHDFDWDO\VWIRUWKHPWR
step up at on the workplace lDGGHULVQ¶WLW"We should look into this since our 
motto for this transformation approach is global entrepreneurship education. To 
be global, one have to master at least another international language and the 
most that is used currently is English. We are ZRUNLQJ WRZDUGV LW ,¶P QRW
WU\LQJWRQDPHDQGVKDPHEXWLW¶VDVORZSURFHVV 
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For that reason, G2 has openly warned the graduates not to use the above reason not to master 
workplace communication in English. G2 advised the graduates to change their perception, 
especially the Malay graduates, whereby they assumed jobs can easily be secured though one has 
poor grasp of English language communication.  
µ,W LV PRUH RQ SHUFHSWLRQ WKDW LV 0DOD\ JUDGXDWHV WKHUH ZRXOG EH PRUH
Malays (working as government servants) so it is easier to communicate. So 
they choose to be in the public sector, because they know that if they join the 
SULYDWH VHFWRU WKH\ QHHG WR FRPPXQLFDWH PRUH LQ (QJOLVK 6R VLQFH WKH\¶UH
lacking of it, they turn to public sectors. No, this is not your escape route. We 
expect young and fresh graduates like you to have positive vibes to bring into 
the office, to show your subordinates that an officer like you can talk the talk 
and walk the walk. You should be a role model to others, communicate well 
and confidently. So, learn how to use English language from the start. It will 
VHFXUH\RXDMREWKDW¶VDSURPLVH¶* 
The last advice of G2 should be a wakeup call for all graduates. Knowing that communicating 
fluently and confidently is one of the factors eyed by the private and public sectors, it should be a 
good motivation for them to explore and experiment on it throughout their secondary education 
and HE days.  
1HYHUWKHOHVV GLVVDWLVIDFWLRQ ZLWK RQH¶V SHUIRUPDQFH LQ WKH SDVW FDQ OHDG WR D GHFUHDsed self-
efficacy and also to a loss of motivation; it can also result in anxiety that let learners give up 
learning (Brunton, 2009). It is proven that learners who feel anxious in their language learning, 
whether during primary and secondary or post-secondary education, may find their study less 
enjoyable, and which may lead to low motivation and low achievement in language learning 
(Gregersen, 2005). After interviewing lecturers and English instructors of EOP, it was 
discovered that the same issue can be applied in Malaysia HEI context. Graduates were 
disclosing their incompetency in English language communication was caused by their dislike of 
assessment. Some of the comments are as follow; 
µ(23VWXGHQWVUHJXODUO\HQMR\WKHFRXUVHEHFDXVHWKHUHDUHDORWRIDFWLYLWLHVLQ
them but they are not enjoying the assessment. EOP course has a lot of 
speaking, listening, reading activities, lots of interesting activities. They can be 
fun without WRRPXFKJUDGLQJ¶$ 
µ:HWU\KDUGWRPDNHWKHFODVV IXQDQGPHDQLQJIXOEXW WKHDVVHVVPHQWVDUHD
lot, not just for them, for us, too. Not putting everything into evaluation, 
because students are anxious of evaluation. When they know things are being 
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aVVHVVHGWKH\ZLOOEHOHVVUHOD[HGDQGPRUHDJLWDWHG:KHQLW¶VDEXUGHQWKH\
GRQ¶WHQMR\WKHFODVVZKHQWKH\GRQ¶WHQMR\WKHFODVVWKHOHVVRQVDUHXVHOHVV
%DFNWRVTXDUHRQH¶$ 
µ7KH0DOD\VLDQHGXFDWLRQV\VWHPVKDYHDOZD\VKDGDVVHVVPHQWVDQGH[DPV. In 
terms of practicality, sad to say, most of them are not transferable at workplace. 
,DPORRNLQJDWWKH(QJOLVKODQJXDJHSHUVH)RUPH,GRQ¶WWKLQNZHKDYHWREH
VR PXFK RQ JUDPPDU ,W LV WKH OHDVW LQWHUHVWLQJ SDUW RI (QJOLVK DQG , GRQ¶W
blame the student to find it hard and boring. It is hard. That is why the products 
nowadays are lacking of the proficiency, accept for those in the urban areas like 
./.XDOD/XPSXUDQG-%-RKRU%DUX:KHQLWLVGLIILFXOWWKH\ZRQ¶WHQMR\
it. In the end, they chRRVHQRWWRXVHLW¶$ 
Finally, by looking at the table below, we can conclude that by having positive motivation and 
good learning experience in communicating in English can contribute to a high possibility of 
getting hired and in long term, job satisfaction. This is because, it is discovered that by being 
fluent and proficient in English communication at the workplace, one can be promoted easier. 
The summary of findings that had been discussed earlier was also included in the table.  
Table 4.14 Findings for Motivation 
Positive 
motivation 
Contribute to job 
recruitment and 
satisfaction. 
x Aware that communicating fluently and 
confidently in English language can help secure a 
job in public and private sectors.  
x Understand that speaking, listening and writing in 
good English will benefit them in terms of 
climbing up the workplace ladder quicker.  
x Be confident in speak English publicly to 
superiors, colleagues and clients. 
x Control own anxiety while speaking to an 
unknown group of new clients.  
 
4.2.13  Summary of Data Analysis 
The findings from the analysis of data above were presented below as the Professional 
Communications Skill (PCS) Framework (
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Table 4.15). This initial framework had to pass through the stakeholders again for them to 
reconfirm their thoughts on the PCS the new graduates should bring with them to the workplace.  
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Table 4.15 Proposed Professional Communications Skill (PCS) Framework from Data Analysis 
Professional Communication Skills Framework 
Core Component 
(Communicative 
Competence 
Model) 
Sub 
Component Indicators 
Requirement for 
workplace 
Exemplars: 
µ8SRQJUDGXDWLRQJUDGXDWHV
VKRXOGEHDEOHWR«¶ 
 
Cognitive 
Knowledge 
 
Content 
Knowledge 
Specific jargon, 
Discourse 
competence 
Contribute to on-
going 
improvement and 
expansion of 
knowledge in the 
betterment of 
workplace 
operations.  
x Build a relevant knowledge 
base for workplace. 
x Apply their subject content 
knowledge at workplace. 
x Manage own learning in 
order to maintain and 
renew attributes throughout 
working lives.  
x Use specific work-related 
jargon appropriately in 
speech and reports. 
Cultural 
Competence 
Cultural 
knowledge to 
speak 
appropriately 
depending on 
setting 
(formal/casual) 
Contribute to 
harmonious 
relations between 
superior, 
subordinates, 
colleagues and 
clients.  
x Speak and write using the 
most appropriate register. 
x Agreeing/Disagreeing with 
the superior and 
subordinate in a diplomatic 
manner.  
x Adapt with small talks with 
colleagues, being aware 
with context awareness. 
Linguistic 
Competence 
Vocabulary 
Grammar 
Fluency  
Pronunciation 
(clearly and 
accurately) 
Contribute to 
meaningful and 
effective 
conversations 
using appropriate 
workplace 
discourse. 
x Organise spoken and 
written language during a 
variety of communication 
tasks at workplace. 
x Present their speech and 
written work using 
appropriate vocabulary and 
fluency. 
x Clearly and accurately 
articulate words during 
workplace activities.  
Critical 
thinking 
Hypothesising 
Synthesising 
Criticism 
Scepticism 
Contribute to 
constructive 
criticism while 
resolving issues at 
workplace. 
x Critically synthesising their 
thoughts in a professional 
manner to improve 
situation.  
x Identify, analyse and solve 
problems critically and 
innovatively. 
x Give positive feedback and 
healthy criticism after 
analysing issues at 
workplace. 
x  
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Tasking skill Defining problem 
Analysing the 
problem 
Identifying criteria 
for solving the 
problem 
Generating 
solutions or 
alternatives 
Evaluating 
solutions 
Contribute to 
productive long-
term and short-
term strategic 
planning and 
effective execution 
of workplace 
tasks.  
x Organise thoughts and 
solve workplace problems 
and issues. 
x Argue politely in 
generating solutions and 
alternatives in workplace 
issue.  
x Synthesise issues at work 
and evaluate solutions 
individually. 
 
Communication 
Skills 
 
Interpersonal 
Communication  
 
 
 
 
 
 
 
Composure 
Coordination 
Attentiveness 
Expressiveness 
Contribute to 
diplomatic and 
matured 
communication 
between superior, 
subordinates and 
clients.  
x Speak comfortably with 
employers, not hindered 
with nerves. 
x Pay attention to workplace 
communications activities 
and do not get distracted 
easily (with electronic 
devises). 
x Attentive in formal or 
informal workplace 
communication which can 
help build rapport with 
superiors, colleagues and 
clients.  
x Well prepared prior to 
workplace meetings and 
planned activities in order 
to express opinions 
maturely.  
Presentation 
Skill 
Appropriateness 
Credibility 
Clarity 
Vividness 
Voice (rate, pitch, 
volume) 
Contribute to 
sharing of ideas 
and thoughts 
effectively with 
superior, 
colleagues and 
clients.  
x Able to share ideas with 
colleagues creatively. 
x Able to persuade clients to 
accept their ideas by 
explaining in a simple yet 
interesting manner.  
x Inform superiors of new 
innovative measures in 
improving workplace.  
x .HHSVSHFWDWRUV¶DWWHQWLRQV 
using range of presentation 
skill, with the help of IT as 
a management tool. 
x Responding to enquiry 
from the clients. 
Speaking skill Informative 
Persuasive 
Contribute to 
productive and 
appropriate verbal 
interactions at 
x Inform audience (superiors, 
colleagues and clients) in 
an enlightening manner.  
x Contributing ideas and 
give opinions in group 
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Small talks 
Counter arguing 
workplace.  discussions. 
x Persuade superiors, 
colleagues and clients to 
accept ideas and opinions 
using well-defined 
explanations.  
x Use specialist vocabulary 
in a correct manner.  
x Give clear instructions to 
solve issues at work. 
x Initiating contact, 
requesting information on 
the telephone.  
x Seeking information from 
others at work. 
x Responding to 
enquiries/problems from 
superior/clients. 
x State reasons for 
disagreeing without 
interrupting the speech of 
colleagues or superiors 
x Discussion work schedules 
and procedures. 
x Engage small talks with 
superior, colleagues and 
clients informally.  
x Telephone conversations 
skill ± answering inquiries, 
giving instructions. 
Non-verbal 
communication 
Physical 
appearance (first 
impression) 
Body 
communication 
Touch 
Voice 
Time and space 
Contribute to the 
ease and comfort 
during 
interactions.  
 
 
 
x Appropriately dressed 
according to workplace 
occasions.  
x Be on time in all 
workplace functions.  
x Control own nerves in 
meetings with superior and 
clients in order to be less 
agitated. 
x Ensure their body language 
is not offensive during 
conversations with 
colleagues, superiors and 
clients.  
x Wear pleasant facial 
expression. 
Communication 
Skills 
 
Listening Skill Comprehend 
Evaluate 
Emphasize 
Critique 
Contribute to 
successful working 
relationships and 
effective execution 
of tasks.  
x Ask if one does not 
understand instruction by 
superior, colleagues and 
clients. 
x Disagree politely if better 
ideas can be brought up.  
x Respond appropriately 
(speech or non-verbal 
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communication) after 
understanding the 
instructions, questions, etc. 
x Fully comprehend what is 
going on around them at 
workplace.  
x Give feedback when asked 
by colleagues, superior and 
clients after fully 
understanding the 
situation.  
x 5HVSRQGVWRFOLHQWV¶
complaints. 
*Writing Skill *not part of CCM.  Contribute to 
effective 
execution of 
tasks at work 
and making the 
work flow 
efficient. 
x Filling in forms. 
x Write memo. 
x Write formal business 
letter 
x Write minutes of meeting 
x Write a summary of 
articles 
x :ULWHIRUWKHFRPSDQ\¶V
website 
x Write formal/informal 
email messages 
x Write items for newsletter 
x Write reports using office 
template. 
Motivation Positive 
motivation 
Willingness to 
communicate 
Appreciating non-
verbal 
communication 
Contribute to job 
satisfaction. 
x Aware that communicating 
fluently and confidently in 
English language can help 
secure a job in public and 
private sectors.  
x Understand that speaking, 
listening and writing in 
good English will benefit 
them in terms of climbing 
up the workplace ladder 
quicker.  
x Be confident in speak 
English publicly to 
superiors, colleagues and 
clients. 
x Control own anxiety while 
speaking to an unknown 
group of new clients.  
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4.3  Data Validation Process  
Member checking is primarily used in qualitative inquiry methodology and acts as a quality 
control process whereby this process seeks to improve the accuracy, credibility and validity of 
what has been recorded during a research interview (Barbour, 2001; Byrne, 2001; Coffey & 
Atkinson, 1996; Doyle, 2007; Lincoln & Guba, 1985). During this validation stage, stakeholders 
were presented with the initial draft of the PCS Framework, prior to the meetings for their 
evaluation. During the second face-to-face interview with them, stakeholders were politely 
required to give feedback and constructive criticism to the PCS Framework, according to the 
workplace needs. Some changes were made and were reported in the sub-section 4.3.1 below.  
Subsequently, in making the PCS framework more well-defined, easily understood and also 
feasible, it was disclosed to three experts in the fields of Teaching English for Speakers of Other 
Languages (TESOL), Assessment and Higher Education. In this research, since all three of them 
have been in the field for a substantial period and had produced an impressive amount of journal 
papers on the above mentioned fields, their insights and expertise to critique the PCS Framework 
were valuable in order to improve its validity and credibility. Their feedback is discussed in the 
forthcoming sub-section 4.3.2. 
4.3.1  Member checking by stakeholders  
Member checking is basically what the term implies ± an opportunity for stakeholders to check 
and approve particular aspects of the interpretation of the data they provided (Doyle, 2007; 
0HUULDP  ,W LV D µway of finding out whether the data analysis is congruent with the 
SDUWLFLSDQWV¶ H[SHULHQFHV¶ (Curtin & Fossey, 2007, p. 92). Stakeholders were not given full 
transcripts of the narratives they contributed during interview sessions, but they were actually 
presented with the preliminary findings of the PCS framework. Participants may be asked to edit, 
clarify, elaborate, and at times, delete their own words from the narratives; although Creswell 
(2009) stressed that memEHU FKHFNLQJ LV EHVW GRQH ZLWK µpolished¶ (p. 191) interpreted pieces 
such as themes and patterns emerging from the data rather than the actual transcripts. Using a 
transcribing approach of using partial transcripts, as suggested by Carlson (2010), would help to 
IRFXVRQ WKH VWDNHKROGHUV¶PDLQ FRQWULEXWLRQV DQGQRWEHGLVWUDFWHGRU HPEDUUDVVHG LQ ORRNLQJ
back at the accounts where they were off topic. It is worth reiterating that trustworthiness is 
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gained when the data presented were ethically and mindfully collected, analysed, and reported in 
a respectable way. The member checking report below will be answering the core questions of 
who, when and what as recommended by Spillett (2003) (See Table 4.17). 
Who? 
All stakeholders interviewed, as mentioned earlier in Chapter 3 (see Table 3. 6 0DOD\VLD¶V.H\
Industries and its components) were re-interviewed to reconfirm their statements as well as to 
probe for bias analysis. Since all of the stakeholders were responsible in recruiting new 
employees in their respective agencies, their perspectives are invaluable in ensuring the PCS 
framework has covered all aspects of workplace literacies in ensuring optimum and high quality 
communication held at the workplace. They were encouraged to provide a µVHFRQGRSLQLRQ¶RQ
the meaning of data as suggested by Barber and Walczak (2009). Even though this process can 
be seen as similar to the long-established inter rater reliability, which focuses on training people 
to evaluate data in the same way, there were other fundamental differences. Stakeholders were 
urged to clarify subjectivities and provide alternative interpretations as well as to add new views 
in creating the PCS Framework which iVPRUHUREXVWDQGYHWWHG7KLVLVDJUHHDEOHZLWK6SLOOHWW¶V
(2003) suggestion which was to use a diverse group of participants to offer different perspectives 
or expertise.  
When? 
After completing the data analysis stage, with the initial findings embodied in the PCS 
Framework, ten face-to-face interviews were held, including three using Skype. Face-to-face 
meetings were found to be an effective practice for improving the credibility during this stage of 
the study. Unfortunately, five other stakeholders could only respond via email since the time 
factor was an issue. It is important to add that this validation process should be carried out 
promptly after the data analysis so that the stakeholders would be able to recall about what they 
have suggested during the preliminary interview. In this study, the all post data collection 
meetings took place about three weeks after the first. Each session took less than an hour to 
complete. Only two meetings (G2 and C4) were longer since the stakeholders scrutinised the 
PCS framework and compared and contrasted it with their current recruitment checklists (which 
were private and confidential).  
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What? 
One critical component which was overlooked during the initial data analysis was reading skills 
at workplace. Since reading was not highlighted in the Communication Competence Model, the 
researcher had left this component unobserved. Fortunately, this discovery was highlighted by 
G2 during the first of all meetings scheduled. Therefore, amendments were made prior to the 
other fourteen meetings. The addition of the subcomponent is displayed in Table 4.16 below.  
 
Table 4.16 Communication Skills: Reading Skill 
Reading Skill Contribute to proficient 
job execution and high 
quality results at 
workplace. 
x Read official job related forms before 
signing. 
x Read own work contracts. 
x Read business reports and agreements 
x Read office memo and notices. 
x Read email messages, fax and formal letters.  
x Read technical manuals. 
x Read agenda and minutes of meetings.  
x Read work related books and articles. 
 
Pertaining to the same subcomponent of Reading Skill, G2 and C4 both had asked to add other 
VXE VNLOOV LQWR WKLV FRPSRQHQW * DIWHU JRLQJ WKURXJK WKH DJHQF\¶V LQWHUQDO GRFXPHQWV WR
compare and contrast with PCS Framework, had agreed to all sub-components listed. 
Nonetheless, she added another important scope, which was to read formal literature to be 
VXPPDULVHG*H[SODLQHGWKDWQHZHPSOR\HHVZKRFDPHIURPXQLYHUVLWLHVµQHHGWREHIDmiliar 
with reading articles from journals and other formal government statements or annual reports of 
FRPSDQLHV¶6KHDGGHG 
µ%RVVHVGRQRWKDYHWLPHWRUHDGDOODUWLFOHV'XULQJPHHWLQJVRUGLVFXVVLRQV
the superiors will ask the newbies to make a summary on the latest issue on 
whatever new policies. They expected them to know how to find it (the related 
articles), read and understand it. Summary could be presented orally or in 
ZULWWHQ%XWEHIRUHVXPPDULVLQJWKH\QHHGWRUHDG¶*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Moreover, C4 announced that another essential sub component was overlooked, which was 
reading newspapers and work-related magazines & FODLPHG WKDW µQHZVSDSHU UHDGLQJ LV
LPSRUWDQW IRU JUDGXDWHV WR EH DOHUW ZLWK WKH KDSSHQLQJV DURXQG WKHPVHOYHV DQG LQ WKH ZRUOG¶
Relating WR WKLVFODLP&KDVHDUOLHUVWDWHG WKDWJUDGXDWHVQRZDGD\VKDGµYHU\ OLPLWHGJHQHUDO
NQRZOHGJH¶ /DFNRI UHDGLQJQHZVSDSHUV DQGRWKHUZRUN-UHODWHG PDJD]LQH µDIIHFWV VPDOO WDONV
DPRQJ FROOHDJXHV¶ & ZKLFK UHVXOWHG WKHP EHLQJ µLVRODWHG¶ C6) from the conversation. 
7KHUHIRUHDGGLQJ&¶VFULWLFLVPZRXOGEHXVHIXOLQVROYLQJDIHZZRUNSODFHLVVXHVEURXJKWXS
by other stakeholders.  
*GHVFULEHGWKHLQLWLDO3&6IUDPHZRUNDVµWRRGHWDLO¶DQGµWRRPXFK¶+HDGPLWWHGLWZDVµDOO
the things that we hoped from thHJUDGXDWHVEXWZHFDQQRWDVVHVVDOORIWKHP¶$IWHUSURELQJIRU
KLV YLVLRQ RI DQ LGHDO 3&6 )UDPHZRUN KLV DGYLFH ZDV WR PDNH LW µPRUH FRPSDFW ZLWK IHZHU
FROXPQV¶ 
Aside from the points mentioned above, other stakeholders were agreeable with the findings of 
WKLVVWXG\*&DQG$DGPLWWHG WKDW WKH3&6)UDPHZRUNZDVµFRPSUHKHQVLYH¶DQGµHDVLO\
XQGHUVWRRG¶ZKLOH&DQQRXQFHGWKDWLWLVµPDUNHWDEOH¶*SURFODLPHGWKDWµWKLVIUDPHZRUNFDQ
EH DSSOLFDEOH KHUH DQG QRZ¶ 7KLV VLWXDWLRQ WKHQ LV DJUHHDEOH ZLWK .YDOH¶V  QRWLRQ RI
µSUDJPDWLFYDOLGLW\¶ZKLFKZDVDZD\WRGHWHUPLQHDQLQWHUSUHWDWLRQRIWUXWKIXOQHVVE\ORRNLQJ
at its utility. Koelsch (2013) 
4.3.2 Peer debriefing by experts 
Lincoln and Guba (1985) generated the concept of peer debriefing in their book Naturalistic 
Inquiry. Peer debriefing, in this research, is mainly a tool for qualitative researchers to validate 
the study, specifically the PCS Framework. Lincoln and Guba (1985) insisted that experts who 
were expected to provide feedback should be unbiased and additionally, they should understand 
qualitative methodology and know enough about the research topic in order to be able to provide 
feedback and support the research (Wallendorf, 1989). Feedback should be used to amend 
oversight points, reflect views on the information given from experts and subsequently, 
investigate other alternatives in the research process. Spillet (2003) suggested that the report 
about peer debriefing may address the following questions dictated in Table 4.17 below.  
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Table 4.17 Reporting Peer Debriefing (Spillet, 2003) 
Reporting Peer Debriefing 
Who? x Who were the peer debriefers? 
x What kind of perspectives or expertise did 
they bring to the research? 
x How did the characteristics of the debriefers 
balance the skills or values of the student 
researcher? 
When? x How many peer debriefing sessions were 
held? 
x Over what time span? 
x How long was each session? 
x What concrete products (e.g., analytical 
matrices) did the debriefers review? 
x In what manner did debriefers dialogue with 
dissertation students about how their 
subjectivity affected their research? 
What? 
(Outcomes) 
x What did the researcher change or confirm as 
a result of the debriefing process? 
x Were there any emergent methodological 
decisions (e.g. when to stop collecting data) 
and how were these reached? 
x What was the nature of the relationship 
between the debriefers and the student 
researcher? 
x In what ways did debriefing activities enable 
students to become aware of and explain their 
effects on the research? 
 
,QWKLVVHFWLRQRIWKHUHSRUW6SLOOHW¶VVXJJHVWLRQZRXOGEHLPSOHPHQWHGLQRUGHUWRKDYHD
clear and organised report of the validation process.  
Who? 
Three experts were involved in this debriefing phase. Firstly, Expert A (see Appendix B for 
detail), who is a Senior Honorary Research Fellow of the Graduate School of Education, 
University of Western Australia. She is the co-ordinator of the professional Doctor of Education 
program and served as Dean of Graduate School of Education. The former editor of Education 
Research and Perspectives Journal, her expertise lies in qualitative studies including interpretivist 
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approaches (interview studies, case studies, perspectival studies). Her in depth knowledge on 
qualitative approach, focusing her key research on English curriculum policy and practice, as 
well as good teaching and learning, is valuable in highlighting issues that might have been 
overlooked. 
Secondly, Expert B (See Appendix C for further detail), is currently the Head of International 
Literacy Research Unit of Universiti Sains Malaysia, as well as a research fellow in National 
Higher Education Research Institute of Malaysia. His areas of specialisation are English 
language studies, literacy studies and teaching and learning languages in HE. He has produced a 
vast amount of books, book chapters and journal articles in the aforementioned fields based on 
the Malaysian context in national and international journals. His passion and experiences in 
enhancing literacy skills and workplace literacy in HEIs, which was portrayed in many of his 
publications, may help in addressing issues which were poorly emphasised. His 
recommendations and suggestions in improving the PCS Framework would enhance the 
trustworthiness of the study, since it helps to address the issues of credibility and transferability.  
Thirdly, Expert C (refer to Appendix D for further detail), is a senior lecturer in Universiti 
Malaysia Terengganu. Her field of study are reading in a second language, attitude and 
motivation in language learning, reading, writing and critical thinking as well as curriculum 
design in HE.  
When? 
The three separate meetings with the experts were held after the feedback from the member 
checking process has been updated. Prior to the meetings, the experts were given materials to 
review in advance of each meeting, including a summary of this research and its findings, which 
was the PCS framework. It was discovered that this simple preparation helped to facilitate 
discussion during debriefing meetings. The experts were free to probe and query any part of the 
study in order for them to have a clear understanding on why and how the framework was 
developed. They were told earlier that their responses and constructive feedback were needed in 
PDNLQJVXUHWKDWWKH3&6IUDPHZRUNSURGXFHGZDVFOHDUIHDVLEOHDQGWUDQVIHUDEOHLQWKH+(,V¶
context. Sessions took ninety minutes to two and a half hours to complete, whereby healthy 
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discussions were held and exchange of views took place in deliberating the issues of professional 
communication skills amongst graduates.  
All three experts were overwhelmed with the feedback gathered from the respondents. Two of 
them asked for the interview schedule, to inspect the kinds of questions asked during the 
interviews with the stakeholders. One of them requested for the coding summary listing and 
memos. This was when ATLAS.ti had proven to be practical and versatile whereby all of the 
requested items were laid in front of them since all of the information was in one HU. It is 
admittedly true that these three experts were passionate, yet very rigorous about their work, and 
they were also eager to share their knowledge and experience to novice researchers. Those 
sessions increased the UHVHDUFKHU¶VRZQXQGHUVWDQGLQJRQWKHVWXG\HVSHFLDOO\ZKHQRQHRIWKH
experts stressed that explaining confidently on our own findings help us to clarify own thoughts 
and understanding on the research.  
What? 
Initially, just by looking at the PCS framework and the short summary given through email, the 
experts were agreeable that the framework was substantial in catering the EOP course. During 
the meetings, all of them enquired on the whole process of data collection, analysis and member 
checking procedures. Since Expert A was very fluent in qualitative research, she probed with 
critical and substantial questions in ensuring the data collected was valid and reliable, even 
querying the options that were deliberately not chosen to be done in the study. She also asked the 
RULJLQVRIWKHZRUGVLQWKHµ,QGLFDWRU¶FROXPQDQGVXJJHVWHGWRREOLWHUDWHLWVLQFHLWFRXOGFUHDWH
µFRQIXVLRQ¶E\UHDGHUV6KHDOVRVDLGWKDWWKHZRUGVZHUHWRRJHQHULFEXWLWZDVPDGHVSHFLILF
accRUGLQJWRWKLVVWXG\¶VFRQWH[WVLQFHWKHH[HPSODUVZHUHFOHDUO\VWDWHGLQWKH3&6IUDPHZRUN
She pointed out that even without the column, the interpretation of meaning would be easier and 
less to digest. Hence, following her suggestion, the column entitleGµ,QGLFDWRUV¶ZDVGHOHWHG 
Another concern raised by her and Expert B was the issue of saturation and how the study chose 
to stop data collection. Since two days prior to the meeting with Expert A in Perth, two 
interviews were done and transcribed, but yet to be analysed. Showing her those two 
transcriptions and proving to her there were no new emerging themes, properties and dimensions 
within the close categories of PCS were seen in the data, they both agreed that for this study, it 
178 
 
was a good time to stop collecting since additional data would be counterproductive. However, 
Expert B VWUHVVHGWKDWVDWXUDWLRQLVµDPDWWHURI\RXUVFRSHRIVWXG\¶VLQFHLIWKHUHVHDUFKHUWRRN
longer to dwell into the data, potentially, there would be new properties to emerge. However, he 
agreed at this stage, by looking at the detail in the PCS Framework, new properties found would 
not change or intensify the result of the study.  
Additionally, all three experts were interested with the application of SSM in the field of 
education. A unanimous confirmation was given by all experts on the advantage of using this 
clear and systematic, yet rigorous methodology, which had successfully facilitated organisation 
of the complex process. They agreed that SSM allowed active participations of different 
stakeholders and fostered joint ownership of the problem solving process. The issue of sampling 
was also brought up by the experts. They believed that the purposeful sampling applied in this 
study increased in-depth understanding since the participants involved have direct experience 
recruiting new graduates as well as some who had first-hand experience teaching EOP in HEIs. 
Selecting information from the rich experience of the stakeholders ensures the credibility of the 
information gathered.  
Expert C was more interested in looking at the practical ways of applying the PCS framework in 
EOP courses. She doubted the feasibility of including all components in the current course in her 
university, though much of it was actually being applied in the current EOP course. However, 
Expert B insisted that these teachable components cannot be taught only in EOP courses but  
should be highlighted during subject specific courses in the degree programmes. Hence, he 
suggested that the framework is to be used not exclusively for EOP courses, but as a clear guide 
for all courses offered in the Malaysian HEIs. Successively, Expert A proposed for the course to 
be taught intensively prior to students leaving for their industrial training. She admitted that 
many graduate training schemes practised all over the world, including Malaysia, had been 
VXFFHVVIXO LQ LPSURYLQJ SDUWLFLSDQWV¶ DELOLW\ LQ FRPPXQLFDWLQJ DW ZRUNSODFH %\ KDYLQJ WKH
intrinsic motivation to perform well at workplace during industrial training, students will 
concentrate and relate to PCS framework better, rather than teaching the course for the whole 
year, without giving them a space to practice afterwards. Furthermore, mastering the professional 
communication skills would definitely be a springboard for the students to prove their worth to 
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their future employers and they might be able to secure jobs in the organisations, where they 
worked at by utilising PCS, freshly taught in EOP courses.  
Expert C finally added that the title of the framework should stress that it is focusing on the 
English language. Looking at the current Malaysian context, Expert C admitted that there are 
many of generic frameworks on employability, mainly in Bahasa Malaysia. Making the title of 
PCS framework more specific in which to add the word English within the title, would make the 
framework more easily identified by EOP and other ESP instructors, as well as HR managers of 
multi-national companies who deals mainly in the English language 
All in all, the detail probes by the experts were useful to seek the truth and verification of data. In 
sum, essential questions were asked and answered during peer debriefing meetings with the 
experts (Appendix 1). This process clearly highlighted the issue of trustworthiness of the study. 
Though the process of locating the right experts and arranging meeting times were complicated, 
this stage was admittedly an essential and crucial stage in this research. Feedbacks and 
suggestion were implemented, hence the approved Professional Communication Skills 
Framework in English is presented in Appendix L. 
4.4  Summary and Conclusion 
At the onset of this chapter, the seven stages of SSM were predominantly applied and explained 
in describing the ways the research was carried out. Stages four and five of the SSM in this 
research was dedicated purely to discuss the common themes and patterns that emerged from the 
analysis and synthesis of data obtained from the researched subjects involved. The succeeding 
sub-chapter reports on the findings collated from the stakeholders ± multi-national companies, 
government agencies and academia who were the main participants of this study. Using the 
deductive approach to data analysis, the interview transcriptions and annual reports were 
scrutinised using the ATLAS.ti VRIWZDUH0RUUHDOH6SLW]EHUJ DQG%DUJH¶V&RPPXQLFDWLRQ
Competence Model was used as the basis of the PCS required by the Malaysian stakeholders. 
Sub-chapters 4.1 and 4.2 were dedicated in answering the first research question of this study 
namely,  
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RQ1. What are stakeholders and theoretical identified communication constructs that 
support the development of a PCS in English Framework? 
,QDQDWWHPSWWRREWDLQFRPSUHKHQVLYHXQGHUVWDQGLQJRQWKHVWDNHKROGHUV¶SRLQWRIYLHZRQ the 
future workforce, this chapter has also presented and described issues raised by the researched 
HPSOR\HUVFRQFHUQLQJWKHJUDGXDWHV¶3&6SURGXFHGE\WKHORFDOXQLYHUVLWLHV7RHQFDSVXODWHWKH
VWDNHKROGHUV¶ UHTXLUHPHQWV IURP WKH JUDGXDWHV WKH 3URIHVVLRQDO &RPPXQLFDWLRQ 6NLOOV
Framework in English (PCSiE) was disclosed. 
Subsequently, sub-chapter 4.3 was dedicated to answering the second research question of this 
study, which was,  
RQ2. :KDWDUHVWDNHKROGHUV¶DVVHVVPHQWVDERXWWKHrelevance of the PCS Framework? 
Stakeholders had verified the PCS in English framework, amended their views and points 
according to the current needs. Additionally, the comments and feedback from the experts of the 
field were appended to complement the PCS in English and to make the framework more 
feasible and practical.  
,Q FRQFOXVLRQ WKLV FKDSWHU KDV RIIHUHG VRPH GHSLFWLRQV RQ WKH VWDNHKROGHUV¶ SHUVSHFWLYHV DQG
expectations of future workforce, particularly in the area of communication in English at 
workplace. It also covers the issue of quality in qualitative inquiry. The following chapter will 
discuss these findings in relation to germane literature.  
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"Any government worth its salt must be every bit as concerned with the humanities as with technologies." 
(Sterling, 2010, p. 11). 
 
 
 
Chapter 5 
Discussion of Findings 
5.0  Introduction 
This chapter presents the key findings of this study according to the significant themes that 
emerged and are explained in the context of the existing body of knowledge pertaining to 
(QJOLVK ODQJXDJH ZRUNSODFH OLWHUDFLHV DQG HPSOR\HUV¶ H[pectations with regard to English 
language. Whenever possible, the findings of this study are compared with previous findings in 
the literature. The discussion extends the review of the main theoretical insights on the 
complexities of workplace literacies, including the balance of breadth and depth of strong 
communicative competence voiced by the stakeholders, the stakeholders¶ great interest in the 
GHYHORSPHQW RI JUDGXDWHV¶ SHUVRQDO DWWULEXWHV WKH QHHG IRU FKDQJH LQ WKH 0DOD\VLDQ KLJKHU
education syllabus, as well as some discussion on ways to move forward, on how to work 
together to improve the current situation as suggested by the  literature as well as by research 
findings. 
5.1 The balance of breadth and depth of strong communicative competence 
As mentioned earlier in Chapter 2, research in workplace literacies has concentrated less on 
H[DPLQLQJ VWXGHQWV¶ (QJOLVK ODQJXDJH OLWHUDF\ SUDFWLFHV DQG FRPSHWHQFLHV IRU ZRUNSODFH OLIH
rather, it has gone a long way in unpacking the more generic lists of competencies for the 
students to achieve. Hence, elements of workplace literacy practices, which include reading, 
listening and speaking, specifically in the English language must be critically looked into since 
solid workplace literacies will help in shaping stroQJFRPPXQLFDWLYHFRPSHWHQFHIRUJUDGXDWHV¶
professional use. Unfortunately, despite the high levels of incompetence demonstrated in these 
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types of skills as shown in previous research (Kassim & Ali, 2010; Mohd Radzuan & Kaur, 
2010; Sekharan Nair et al., 2012; Shakir, 2009; Singh et al., 2010; Wahi, 2012), they are still 
regrettably not universally articulated as learning goals in current higher education curricula.  
In this study, it has been confirmed WKDW KLJK JUDGHV DQG H[FHOOHQW UHVXOWV RQ WKH JUDGXDWHV¶
transcripts carry less weight with employers, although they are positively correlated with 
attributes that are valued. Though measureable signals like grades are associated with better 
career opportunities (Clarke, 2008), they do not fully assurance that one is employed upon 
graduation. Mackey (1999) states in his book Pushing the Envelope:  
I know of a large, publicly held company that would never hire an A student as 
a salesperson, because anyone whose grades conformed so closely to the 
conventional wisdom was sure to lack a quality the company values much more 
than rote knowledge: creativity. 
(p. 166) 
 
The findings coincide with the study by Noor Azina (2011) where she found that there was very 
little variation in CGPA between employed and unemployed graduates. This explains why the 
overall academic performance does not affect the chance of getting employed. Human resource 
managers who were among the respondents of this study agreed that besides being able to apply 
subject content knowledge at the workplace, having convincing cultural competence and 
substantial linguistic competence as well as having well organised tasking skills are part of the 
essential cognitive knowledge that graduates should bring to the workplace. They agreed that, 
besides looking at measurable indications like grades, some of the respondents were more 
LQWHUHVWHG LQ ORRNLQJ DW WKH JUDGXDWHV¶ H[WUDFXUULFXODU DFWLYLWLHV DQG RWKHU OHDGHUVKLS SRVLWLRQV
they might have held in HEIs. G2, in the interview session, mentioned holding a position in 
FOXEVWKHVWXGHQWV¶UHSUHVHQWDWLYHFRXQFLORUHYHQEHLQJFODVVUHSUHVHQWDWLYHVJDYHDQLQGLFDWLRQ
WRWKHHPSOR\HUWKDWµJUDGXDWHVKDYHHQFRXQWHUHGPRUHFRPPXQLFDWLYHH[SHULHQFHVLQDGLIIHUHQW
FRQWH[WDQGVLWXDWLRQ¶+HQFHKDYLng breadth of communication exposures while participating in 
extracurricular activities in HEIs leads to more job offers and this finding is positively correlated 
with studies done by Barkley et al. (1999) and Sagen et al. (2000). G2, a respondent in this study 
strongly put forward his opinion that, for the betterment oIKXPDQFDSLWDOLQWKHIXWXUHµthe best 
kind of education is one that teaches the next generation to speak and think for themselves. That 
is more important DQGYDOXDEOHWKDQSDVVLQJH[DPV¶. 
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The English language is widely regarded as the international lingua franca of business and 
commerce (Kirkpatrick, 2007) and it is not surprising that the majority of the respondents of this 
study use a substantial amount of English (along with Bahasa Malaysia), as an important 
language for internal and external communication at the workplace. The main question of 
concern by employers in Malaysia is not so much the amount of English that is taught to 
potential employees, but how useful and practical it is for employment purposes and industry 
growth. A number of studies of workplace English in Malaysia which cover a range of sectors 
including engineering (Awang & Ramly, 2008; Zaharim, Yusoff, Omar, & Mohamed, 2009), 
accounting (Yassin, 2008), management (Zakaria, Mohamed Zainal, & Mohd Nasurdin, 2011), 
art and design (S. Kaur & Alla Baksh, 2010), business (Faizah, 2011), education (Wong & Ming, 
2010), and ICT (Ramakrishnan & Yasin, 2011) have produced consistent findings about the 
importance of mastering productive and receptive communication skills in HEIs which stress 
relevant workplace-specific language. This would serve to prepare them well for their future 
workplace in their areas of specialisations. Hence, it is not surprising that the findings of this 
study agree by and large with those reported in the studies above. Data from the in-depth 
interviews proved that the respondents in this study highly valued productive (speaking, writing, 
and presentation) and receptive skills (listening and reading) (See Table 4.17). The findings 
reported here represent only a small sample of multinational companies, government agencies 
and academia operating in Malaysia and are by no means conclusive. Yet, the in-depth nature of 
the interviews has yielded rich data of how English is used in the Malaysian workplace.  One 
interpretation of this would be that the employers are not actually looking solely at the breadth of 
JUDGXDWHV¶H[SHULHQFHLQXVLQJWKHODQJXDJHEXWWKH\DOVRGHVLUHGJUDGXDWHVZKRKDYHGHSWKDQG
a rich understanding of applications of the English language at the workplace. A human resource 
manager of a multinational company, C3, admitted that µEnglish has the potential to enhance 
career opportunities for those who master it¶. It is reasonable to conclude that in order to master 
English language communication at the workplace as required by the stakeholders, a balance of 
breadth and depth of communicative competence in English is vital to enrich our graduates with 
strong PCS.   
The responsibility of creating a balance between breadth and depth of PCS cannot be left alone 
to HEIs. The Malaysian education system should respond to this issue of the lack of competency 
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of our graduates in mastering English for the workplace from the very beginning. In chapter 2, it 
was mentioned that the rise of in the standard of English was witnessed during the colonial era 
while its decline was evident during the period of intense nationalism and nation building. The 
number of massive changes in the Malaysian education system is evidently one of the major 
factors of why the problem dealt with in this study arose. Krashen (1982. p.90) stresses that in 
second language acquisition, learners rely highly on routines and patterns. The lack of a 
consistent routine and the dramatic changes in the Malaysian education language policies made it 
increasingly difficult for language acquisition to happen. In order to deal with this problem in the 
short term, the most valuable experience that HEIs can offer the graduates is through internships. 
In designing or re-evaluating any degree programme, be it Engineering, Education or the 
Biological Sciences, an EOP practitioner interviewed in this study stressed that one of the 
programme learning objectives (PLO) which must be given proper emphasis is communication 
skills. This PLO must be introduced gradually through relevant courses so that by the end of the 
VWXGHQWV¶ DFDGHPLF VWXGy, they would have acquired the communication skills needed by 
professionals at the entry-level and beyond. During the member-checking phase, most 
respondents from academia admitted that a single course like EOP cannot cater to the demands 
of the stakeholders as specified in the PCS framework. Nonetheless, they believe that the PCS 
framework in English is an extremely valuable guide for programme designers in deciding which 
components and sub components of communication skills must be taught in which degree 
programme. They believe that teaching and learning of PCS skills should be spread throughout 
the whole programme.  
This finding, which is consistent with that of another empirical study (Wahi, 2012), is not 
VXUSULVLQJJLYHQ(23SUDFWLWLRQHUV¶HPSKDVLVRQ the need to diffuse the teaching and learning of 
3&6 WKURXJKRXW WKH \HDUVRI VWXGHQWV¶ OHDUQLQJ LQ+(,V Becker-Lenz and Müller (2009), in 
their longitudinal study on the development of professional competencies in the Social Work 
degree course, discovered that professional ethics (consisting of central values and a basic ethical 
attitude specific to the profession) had to be taught through as many subjects as possible in the 
degree programme. Teaching professional ethics at the end of the semester (like EOP does) 
would not create as many opportunities and as much practise as is crucially needed by the 
students. While the main focus of the EOP course at Malaysian HEIs is to build English 
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language communicative proficiency and skills which graduates can effectively use in looking 
for jobs and use at the workplace, this PCS framework emphasises a more holistic view of the 
communication skills that ought to be possessed by prospective employees in their chosen fields. 
7KLVFDQRQO\EHDFKLHYHG WKURXJKFRQVLVWHQW WUDLQLQJ WKURXJKRXW WKHRU\HDUVRI VWXGHQWV¶
academic life on campus. It is emphasized that constant practise of PCS is crucial throughout the 
education system. 
This finding coincides with the suggestions voiced by the Scottish government in the report 
HQWLWOHG ³%XLOGLQJ WKH &XUULFXOXP  $ )UDPHZRUN IRU /HDUQLQJ DQG 7HDFKLQJ´ (Scottish 
Government, 2008). This is another step forward that can be taken by the Malaysian government 
in order to introduce PCS skills from an early age. In that report, the Scottish Government set a 
target where every child and young person aged three to eighteen is entitled to expect their 
education to provide them with a curriculum which is coherent throughout their schooling years. 
It includes opportunities to develop skills for learning, skills for life and skills for work 
(including career planning skills) with a continuous focus on literacy, numeracy and health and 
wellbeing throughout pre-primary to secondary 3. The broad general education includes well 
planned experiences as well as outcomes across all the curriculum areas. Introducing PCS from 
the start would offer a massive breadth of meaningful experiential learning which would benefit 
human capital development, as envisaged by the Malaysian government. 
7RRYHUFRPHWKLVSUREOHPRISRRU3&6VNLOORIRXUJUDGXDWHVDµFUDVK-FRXUVH¶ZDVSURSRVHGE\
the stakeholders. Participants in this study suggested that graduates who went through 
internships or industrial training sessions which relate closely to the courses they were attending 
in HEIs were helped in enriching their specialist vocabulary, developing their tasking skills, 
writing proper reports using office templates as well as learning how to use unfamiliar machines 
by reading manuals. The findings provide conclusive support for the studies of Norwood and 
Henneberry (2006) and Briggeman and Norwood (2011). They discovered that internships have 
greater worth than grades, awards, leadership positions as well as multiple language skills. They 
also stress that the value of an internship is more than five times greater when the internship is 
related to the job. A respondent in this study, C1, claimed that students who have already 
graduated also agreed that internship courses were very helpful in increasing their awareness of 
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the world around them (Ramakrishnan and Yasin, 2011)  However, Zaharim et al. (2009) 
reported that the internship has no value unless it is related to the job.  
All in all, setting the curriculum in higher education institutions is not a one person show. There 
are many factors involved in developing the course curriculum. In order to fulfil the 
JRYHUQPHQW¶VDJHQGDWKDWHPSKDVL]HVKXPDQFDSLWDOGHYHORSPHQWDFFXUDWHDQGFDUHIXOSODQQLQJ
should be carried out, especially at the HEI level. The balance of breadth and depth of 
communicative competence should be spread throughout our system of education. The 
traditional thinking that a university is the sole knowledge provider needs to be re-examined. 
5.2 Personal DWWULEXWHGHYHORSPHQWWKHVWDNHKROGHUV¶SHUVSHFWLYHV 
Earlier in Chapter 2, it was reported that Malaysian employers have expressed their 
dissatisfaction with the general level of preparedness of graduates as prospective entry-level 
employees. Employers insisted that there is a gap between the skill requirements for entry-level 
employment and the skills of entry-level job applicants, mainly in English competency (Ainol 
Madziah et al., 2011; Kassim & Ali, 2010; Sekharan Nair et al., 2012; Wahi, 2012). During the 
interview sessions held in this study, all respondents were requested to answer questions on their 
perception as employers of other skills that influence positively or negatively on an entry-level 
HPSOR\HH¶VZRUNUHDGLQHVV.  
Contrary to expectations, most of the respondents of this study insisted that personal attributes 
VXFKDVµDSRVLWLYHDWWLWXGHLQWHJULW\KXPLOLW\  resilience,  complaisance, honesty, receptiveness, 
LQLWLDWLYHZLOOLQJQHVV WR OHDUQ FDSDEOHRIZRUNLQJZLWKRWKHUVRSWLPLVPDQG WUXVWZRUWKLQHVV¶ 
(G1, G2, C1, C2, C3, C4, C6 and A1) were rated more important than communicating fluently in 
English Language.  One of the respondents interviewed during this study admitted that the 
FRPSDQ\KHZDVZRUNLQJZLWKVWURQJO\EHOLHYHVLQµUHFUXLWRQDWWLWXGH¶DQd they evaluated and 
scrutinised the new recruits personal attributes during the group interview and group tasks during 
the recruitment sessions.  This result closely matches those obtained by Suter et al. (2009). In his 
study, his respondents acknowledged and repeatedly stressed the importance of communication 
in an inter-professional healthcare environment. Another similar finding was by Salleh, 
Sulaiman, & Talib (2010) ZKHUH WKH\GLVFRYHUHG WKDWHPSOR\HHV¶Sersonal traits and skills are 
the most important contributing factor to being employed. They suggested that the skills include 
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courtesy, honesty, flexibility, eye contact, self-direction, personal energy, a good attitude, a 
positive work ethic and the desire to learn and be trained. Additionally, Shafie & Nayan (2010) 
discovered that the participants in their study chose personal attributes as the most important 
employability skill. Personal attributes proposed in their research included loyalty, commitment, 
honesty, integrity, enthusiasm, reliability, personal presentation, common sense, positive self-
esteem, a sense of humour, motivation, adaptability, a balanced attitude to work and home life 
and the ability to deal with pressure (Shafie & Nayan, 2010).   
During the member checking process in this study, some respondents questioned the preliminary 
PCS framework since it did not include these personal attributes in the framework. After 
deliberating with them and explaining that these attributes do not fit into the definition of PCS, 
the stakeholders agreed but compellingly proposed that they should be stressed during the 
teaching and learning process in HEIs. The decision not to include values, attitudes and personal 
TXDOLWLHVLQWKH3&6IUDPHZRUNLVFRQVLVWHQWZLWK0D\HU¶V.H\&RPSHWHQFLHVZKLFKLVDVHWRI
µFRPSHWHQFLHV HVVHQWLDO for effective participation in the emerging patterns of work and work 
RUJDQLVDWLRQ¶LQLWLDWHGE\WKHJRYHUQPHQWRI$XVWUDOLD(Future Skills Needs Secretariat, 2007, p. 
23). A3 acknowOHGJHG WKH GHFLVLRQ DQG DGGHG µattitude and values in life should not only be 
taught in a subject during university; that is wrong. The young ones should have these values 
instil within them from the start in primary schools during religious and moral education 
studies¶. Another respondent, C5, added that since there was an overabundance of graduates in 
the Malaysian labour market, µhuman resource managers needed to look for other factors as an 
additional to academic qualification. Positive vibes and energy into the company as a result from 
positive personal attributHVLVWKHNH\IRUHPSOR\DELOLW\¶.  
Turning this around, by looking at the issue of overabundance of graduates, we raise the concern 
of the need for a continuing massive supply of graduates against shifting employment structures. 
It is important for the Ministry of Education and policy makers as well as industries to look 
FORVHO\ DW WKH UROHRI+(,VZKHWKHU WKH+(,V¶ UROH LV MXVW WKHVDPHDVRID IDFWRU\ producing 
massive amounts of workers for the labour market, or it is to be the birthplace of selective 
graduates with well-developed intellects and a high level skills together with essential personal 
attributes. With a large student load in each course, limited time and strict curricular demands, 
differentiated instruction during teaching is near impossible (McTighe & Brown, 2005). In order 
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to survive it all, some lecturers choose to teach everything without incorporating personal 
attributes development within their courses and hope students get something out of them 
automatically. To avoid this, since employers highly value positive personal attributes like 
loyalty, commitment, honesty and integrity, policy makers should find a solution so as to make 
these attributes directly observable. In other words, there should be an objective measure 
(Webber, 2008) that signals to employers whether a graduate possesses desirable attributes like 
being good team players or being highly reliable graduates.  
From the preceding discussion it is clear that stakeholders require the personal attributes of 
graduates in HEIs to be more objectively measured. These demands should be catered to and 
given greater emphasis since it appears to be a fundamental factor of employability for entry-
level employees7KLVFRLQFLGHVZLWK.LOH\DQG&DQQRQ¶VVXJJHVWLRQ, which is to address 
the general attributes and attitudes incrementally as students go through the university. Similarly, 
Lim et al. (2011) propose that policy makers make it a requirement for HEI students to assess 
their own attributes and generic skills on a yearly basis and this formative assessment should be 
XVHGWRWUDFNVWXGHQWV¶SURJUHVVWRZDUGVVHOI-improvement in the course of their studies  
Taking into account that stakeholders involved in this study placed high importance on the 
development of personal attributes, short-term measures should be adopted in order to fulfil this 
need without delay. The Workplace Ethics module, which deals with the development of 
personal attributes, may be taught overtly during EOP lessons. A similar result is found in Lim et 
Al. (2011) and they suggest that professional ethics be promoted via covert methods such as 
weaving ethics into courses throughout the duration of the programme of study.  
All in all, graduates ZKR ZLVK WR EH FRPSHWLWLYH VKRXOG IXOILO HPSOR\HUV¶ UHTXLUHPHQWV 7KLV
study has proved that having good grades or even a good command of English does not 
guarantee employment for Malaysian graduates. Employers are looking for graduates who carry 
with them positive personal attributes such as a good positive attitude, integrity, humility, 
resilience, complaisance, honesty, receptiveness, initiative, willingness to learn, not being 
individualistic, being optimistic and trustworthiness.  
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5.3 The need for change in the Malaysian higher education curriculum 
While attempting to deal with challenges of globalisation and human capital development, the 
Malaysian Government has to solve immediate problems such as rising graduate unemployment, 
declining quality of graduates (in relation to current needs of the private  sector), and an 
inappropriate curriculum (see Ambigapathy and Aniswal, 2005; Morshidi et al. 2003, 2004; 
UNESCO, 2006). The private sector has argued that public universities are responsible for the 
number of unemployed graduates. As for higher education, the need to change is essential due to 
the need to survive and to remain relevant. 
It is stated yet again that new graduates in Malaysia are not proficient in the English Language 
(UNESCO, 2012). They are still not widely marketable in the job market due to poor English 
language competency, even though it has been admitted that graduates with good English 
SURILFLHQF\ DUH YLWDO DV PDQSRZHU LQ WKH QDWLRQ¶V TXHVW WR FUHDWH D .-economy where the 
knowledge of the populace would be a pulling factor in attracting foreign direct investment 
(Prime Minister's Office of Malaysia, 2012). Thus, it can be concluded that mastery of English 
language by graduates is closely related to our economic survival in this era of globalisation. The 
education system should take serious steps to improve the PCS in English since it is the core 
µUHPHG\¶WRWKLVSUREOHP 
A respondent in this research strongly suggested that the Malaysian higher education system 
should emphasi]HIOXHQF\RYHUDFFXUDF\ZKHUHµtutorials and assignments given to our graduates 
need to develop their presentation, interpersonal and non-verbal skills¶*. A few other human 
resource managers involved in this study agreed that our HE syllabus does not create ample 
RSSRUWXQLWLHVIRUVWXGHQWVWRWU\RXWDQGSUDFWLFHµ7('18-OLNHSUHVHQWDWLRQV¶DVZHOODVUROH-plays 
in cultivating positive personal attributes. The findings in this research generally agree with those 
obtained in previous studieV0RUVKLGLHWDO¶VUHSRUWLQ(PSOR\DELOLW\RI*UDGXDWHVLQ0DOD\VLD
(UNESCO, 2012) mentions that HEI curricula should be restructured to improve employability. 
Findings in that report reveal that the employers believe that university curricula should be 
                                                 
187(' LV D QRQSURILW RUJDQLVDWLRQ GHYRWHG WR µ,GHDV :RUWK 6SUHDGLQJ¶ ,W VWDUWHG RXW LQ  DV D FRQIHUHQFH
bringing together people from three worlds: Technology, Entertainment and Design. TED talks brought forward 
powerful speakers with extraordinary voices in local communities who have a unique story or an unusual 
perspective. TED speakers usually convey their ideas which are worth spreading in a dynamic way.  
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revamped, and that employers should provide input into the subjects being taught. Furthermore, 
more time should be given to practical experience. Those findings were similar to the findings in 
this study where respondents stressed the importance of industrial training. Additionally, human 
resource managers interviewed suggested that lecturers should get real-world industry work 
experience and convey this experience to their students. In another research study,  Sekharan 
Nair et al. (2012) showed that the current HE syllabus  emphasizes workbook drilling to master 
grammatical accuracy and this causes students to feel at a loss when it comes to real world 
communication. This reinforces our view that there is a dire need for curriculum designers and 
policy maker to review the Malaysian HE curriculum and one issue to be considered seriously is 
the emphasis on fluency over accuracy. 
National Higher Education Strategic Plan beyond 2020 
In order to foster the development of Higher Education Institutions (HEIs) in Malaysia, the 
Federal Government announced the National Higher Education Strategic Plan beyond 2020 in 
August 2007. It is the most comprehensive plan launched till date and it intends to transform 
Malaysian higher education system. It aims to help HEIs achieve world class standard and make 
Malaysia a hub for higher education in Southeast Asia (Ministry of Higher Education, August 
2007). This plan was divided into four phases as follow: Phase I ± Laying the foundation (2007 ± 
2010); Phase II ± Strengthening and enhancement (2011-2015); Phase III ± Excellence (2016 ± 
2020) and Phase IV ± Glory and sustainability (beyond 2020). 
Within the National Higher Education Strategic Plan Phase 2, the seven thrusts had remained as 
emphasis as HE institutions in Malaysia have to incorporate the key performance indicators 
outlined in the strategic planning into their institutional agenda and implement a comprehensive 
strategic plan in line with government strategic planning (MOHE, 2012). The strategic plan 
focuses on seven strategic thrusts as illustrated at Figure 5.1. 
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Figure 5. 1 Seven thrusts in National Higher Education Strategic Plan (MOHE, 2012) 
From the eye of this research, academia is regarded as the backbone in these efforts to strengthen 
the national higher education system that will enable Malaysia to achieve its mission of 
becoming the hub of education in the region. In order to ensure the successful execution of the 
strategic plan, the government has established 23 Critical Agenda Projects or CAPs, each with its 
own objectives, indicators and targets (Embi, 2011). This CAP is divided into five pillars: (1) 
governance (2) leadership (3) Academia (4) T&L and (5) R&D (MOE, 2012). The CAPs also 
cover other areas such as Apex University agenda, internationalisation, graduate employability, 
Mybrain 15, lifelong learning, quality assurance, development of holistic students, industry-
academia, e-learning, top business school, and centre of excellence, entrepreneurship and 
knowledge transfer program. 
By developing holistic students, this research considers that the Malaysian government has 
focused their efforts to develop a new learning culture for Malaysian undergraduates, which 
means that the structural changes in teaching and learning in the university can lead to cultural 
and higher quality workplace changes. One of the main goals of CAP is to develop and enhance 
the culture for quality. If structural changes should have any effect on the quality in education, it 
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depends on the attitudes, values, perception and knowledge from the members of academia, and 
the students, too, since they must see it as a necessary step to embark on the changes. 
This study discovered that though there are jobs being offered, our stakeholders are reluctant to 
accept graduates since they lack essential qualities. This proves that being knowledgeable in the 
area of study is not a passport to secure a job anymore. Additionally, respondents mentioned 
during the interviews that lecturers should be aware of the changing nature of work; much work 
today requires multi-tasking and technological savvy. A chalk and talk lecture series and 
ZRUNLQJ HQWLUHO\ ZLWK WH[W ERRNV ZLOO LQKLELW JUDGXDWHV DELOLW\ WR PHHW JURZLQJ VWDNHKROGHUV¶
demands. Similar results were found in Ramakrishnan and Yasin (2011), where it is suggested 
WKDWVLQFHPRVWRIWKH0DOD\VLDQXQLYHUVLWLHV¶FRXUVHFRQWHQWVDUHEDVHGRQWH[WERRNVLWIXUWKHU
VWUDLQVJUDGXDWHV¶DELOLW\WRIXOILOWKHUHTXLUHPHQWVVHWE\IXWXUHHPSOR\HUVTheir study proposed 
that interactive coursework should be introduced more and that the course content should not be 
based on textbooks but on multimedia, which includes networks and hyperlinks. Suggestions in 
the study by Ramakrishnan and Yasin (2011) are important in ensuring our graduates will be 
more technologically savvy as required by the respondents from this study. Wise incorporation 
of emerging and latest technologies into the university curriculum will give rise to a high quality, 
student-centred learning experience. Research in the field of student-centred learning has shown 
that students are  incapable of constructing their own knowledge in a teacher-centred classroom 
whereas they are more independent and autonomous if they have experienced being µDFWLYH
SDUWLFLSDQWV¶LQWKHFODVVURRPDVZHOODVEHLQJSDUWQHUVZKRFRQWULEXWHWRUHDFKLQJWKHUHTXLUHG
outcomes of a course or programme (Geven, 2010).  
A shift of methods of delivery within higher education from teacher-centred learning to student-
centred learning in all Malaysian HEIs should be a policy at national level. Having graduates and 
future workforce as partners in the construction of knowledge is a radically different view to 
seeing them as consumers, or as individuals who simply reproduce knowledge. The latter is 
unfortunately the product that the Malaysian HEIs are massively producing currently. 
Implementing student-centred learning carries several implications which must be confronted in 
the HE curriculum. Firstly, studies should be organised differently where focus should be 
FHQWUDOO\ JLYHQ WR VWXGHQWV¶ QHHGV 6ome practical examples stressed by Geven (2010) are the 
freedom to choose components within curricula, small classrooms and teaching groups, a low 
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student-staff ratio and more counselling services (both study and career). On a higher level, it 
requires a change of practice within the classrooms themselves. Students should learn to become 
critical citizens, to challenge the status quo. And before teaching the students to become critical, 
the lecturers have to change their attitudes (Pedersen & Liu, 2003). Training for lecturers is an 
essential step before embarking into student-centred learning since it cannot be denied that there 
would be some who are resistant to change. Some of the members of academia interviewed could 
foresee that some lecturers would appreciate the change as a positive measure that will bring out 
the best from the graduates; however, there would be others who would not feel the same way. 
6LQFHFXUULFXOXPUHYLVLRQUHTXLUHVFKDQJHVLQOHFWXUHUV¶UROHVDQGEHKDYLRur, some see them as 
µDGGLWLRQDOZRUNXQOHDUQLQJRIROGVNLOOVDQGDFTXLULQJQHZRQHV¶ (A3). However, the majority 
of members of academia interviewed in this study agreed that a shift in the curriculum could help 
in handling expectations and demands on PCS set by stakeholders. The finding is reinforced by 
the suggestion of Arokiasamy (2010) that at the institutional level, if learning is linked to social 
change, pedagogy can help reinvent higher education institutions as a community as relevant and 
positive influences in a sustainable future. Hence, this is more evidence to prove that there is a 
QHHG IRU FKDQJH LQ WKH FXUUHQW XQLYHUVLW\ FXUULFXOXP VLQFH LW JLYHV DGGHG YDOXH WR JUDGXDWHV¶
academic credentials so that they are able to distinguish themselves from others who hold similar 
degrees in the competitive labour market.  
Discussing the matter of academic staff in Malaysian HEIs, almost all the institutions surveyed 
indicated that they were short of academic staff, particularly instructors of English for 
Occupational Purposes courses, as reflected in the high staff to student ratios. This is not a 
desirable situation and affects the quality of teaching and learning in the institutions. Perhaps a 
more serious consequence of having academic staff who are over-burdened with teaching and 
related assignments is that research in the institution suffers. Equally serious is the fact that, 
inevitably, in the long run, the heavy teaching load and other related duties will take a toll on the 
health of the staff. With teaching assuming an increasing importance, several of the institutions 
have realised that it was important to train staff in pedagogical and other skills, especially as they 
have to deal with large numbers of students. The higher education system in Malaysia is still in a 
state of flux, and new reforms are required to smoothen the running of the system and to address 
new developments and challenges (Sirat in UNESCO, 2006).  
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+RZHYHU +(,V FDQQRW VWDQG DORQH LQ WRGD\¶V PDUNHW DV they cannot handle these new 
expectations and demands by themselves. Establishing joint labs is a new form of university-
industry collaboration. They serve as a new way of improving the quality of teaching and 
training high-quality talents, which means it is a beneficial supplement to traditional higher 
education. Industry and HEI collaboration also provides the University ZLWKDWDVWHRIWKHµUHDO
ZRUOG¶ enabling staff to gain valuable practical experience, and feedbacks that knowledge to 
students (Karim and Bashur, 1997). As there are a number of factors that cause unemployment 
among graduates in the job market, there should be immediate action taken by the HEIs. HEIs 
need to re-HQJLQHHU WKH FXUUHQW FXUULFXOXP WR VXSSO\ TXDOLW\ JUDGXDWHV WR VDWLVI\ VWDNHKROGHUV¶
needs in the job market. Needs analysis should be carried out regularly in order to understand the 
current needs of stakeholders. The following section will further deliberate on ways forward for 
all the stakeholders to work hand in hand in overcoming the issues of the serious lack of PCS 
among our graduates. 
5.3.1 Creativity in teaching and learning in higher education.  
With English language becoming compulsory to pass by all undergraduates in higher education 
beginning 2015 (Mohd Najib in the 2015 Budget Speech), there could not be a better time to find 
inspiration in language teaching and learning. Ministry of Higher Education Malaysia has been 
trying to encourage higher education teachers and subject communities to consider the role of 
FUHDWLYLW\LQVWXGHQWV¶OHDUQLQJDQGWKeir experiences of learning (MOHE, 2011b).  
The concept of creativity in general is still difficult to define, in spite of numerous empirical 
investigations within different scientific disciplines and qualitative ones within human and social 
sciences. Carter (2004) presents an overview of the construct from a variety of perspectives 
including psychological, pragmatic, psychometric, psychodynamic, biographical, cognitive and 
VRFLRFXOWXUDO DSSURDFKHV +LV FRQFOXVLRQ LV WKDW D ³V\VWHPV´ DSSUoach, which takes into 
consideration the multiple components of creativity, is probably the most valuable one. 
CsíkszenWPLKiO\LLVDOVRSRVLWLYHWKDWµCreativity is not the product of single individuals, but of 
social systems making judgments about individXDOV¶SURGXFWV¶ (cited in Carter 2004: 37). One of 
thHQXPHURXVGHILQLWLRQVFODLPVµCreativity is an all-pervasive feature of everyday language. ... 
Linguistic creativity is not simply a property of exceptional people but an exceptional property of 
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all peRSOH¶ (Carter 2004: 13). Zawada (2006) claims that this view fails to account for the ability 
of all human beings to create and innovate in various ways and for various motivations. Similarly 
to Carter (2004), Maybin and Swann (2007) also talk about the democratization of creativity and 
examine recent work by researchers who claim that creativity in language is not only a property 
of especially skilled and gifted language users, but is pervasive in routine everyday practice. 
Language users who creatively design meaning are the focus of attention, with the consequence 
of interactional functions of creativity being demonstrated during or after lessons.  
Looking at the data drawn in this research, it is suggested that linguistic creativity and language 
teaching should not be separated in L2 classroom discourse. If language instructors looked for 
real life sample sentences to illustrate ambiguity in literary sources instead of relying on 
examples from grammar books, they would make an important step in combining literature and 
ODQJXDJH WHDFKLQJ / OHDUQHUV¶ OLWHUDU\ DQG OLQJXLVWLF NQRZOHGJH RXJKW WR EH H[SORLWHG LQ DQ
interactive way in order to offer them the possibility to become not only better users of the 
second or foreign language but also better human beings. In case creativity is applied to teaching, 
old issues are dealt with in new ways, in which workplace setting and language play may 
function as language teaching and learning tools contributing to intellectually challenging, 
pedagogically stimulating and enjoyable lessons. Creativity in language learning energizes 
students to think and to use language in new ways. Sadow (2010) highlighted that by injecting 
stories and humour whenever possible, motivation grows and develops. Hence, if language 
instructors use them regularly, the group, pair, and single-person activities allow students to 
communicate on a vast array of subjects and try on an endless series of linguistic strategies.  
The main finding of this element of the research is that it is not appropriate to separate 
employability-related projects from other learning and teaching initiatives; rather they should 
integrate within the student learning experience.  There should be a direct alignment between 
employability learning for all and institutional strategies. It is believed from the data gathered 
from this research that  the new employability agenda for higher education should consist of a 
matrix of inter-related areas and requires an holistic approach with institutional strategies driving 
the implementation of employability across the curriculum.  This research suggests that it should 
involve: 
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i. Curriculum integration of employability skills 
ii. Extra-curricular activities (work experience, volunteering and personal development 
planning) 
iii. Vocational and work based provision 
iv. Partnerships with employers 
v. Research and innovation 
The boundaries between these areas become more permeable and there is a move towards 
integration and collaboration.  This collaborative culture fosters the continuing professional 
development of students, academic staff, graduates, employees and employers at the workplace. 
Within the classroom practice in higher education, creativity may be applied by choosing 
stimulating materials and tasks, developing a critical approach to the foreign or second language 
linguistic and cultural space. By making them active participants, while connecting them with 
valuable meaningful tasks and practices, both instructors' and students' creativity are utilized in 
promoting transferable skills. This can be best nurtured through a combination of analysis of 
language macro- and micro-features with direct language experience and practice based on 
spoken and written texts and their contexts. Incremental progression and cyclical revision will 
facilitate consolidation and further creative development, for example by using task based 
learning and problem based learning. Creativity challenges language instructors and students to 
be involved in WDNLQJULVNVDVRSSRVHGWRWKHµUHSURGXFWLRQ¶SDUDGLJPWKDWLPSOLHV a more secure 
and unchallenging method).  
Classroom practice can capitalise on the creative materials. Through authentic texts students will 
be experiencing the target language as it occurs naturally as well as the pragmatics, that is, 
interpretation of its utterances in context. This can be enhanced by spoken texts with a visual 
component as found typically in television broadcasts and films, where speakers and listeners 
can be seen in an interpersonal context and non-verbal phenomena can be observed which 
reinforce the verbal exchanges, such as paralinguistic functions of gesture, facial expression and 
body language. Students will also receive explicit information for a more conscious learning of 
the semantic, grammatical and phonological characteristics of the target language, which is 
English. With this compounded assistance, students can themselves be creative in their foreign or 
second language learning process. 
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5.3.2 Student-Centred Learning in the Malaysian HE Institutions.  
Improving the quality of teaching and learning is the second thrust out of the seven strategic 
thrusts of the National Higher Education Strategic Plan. This second thrust, as outlined by the 
Ministry of Higher Education, generally aims to produce confident students with a sense of 
balance and proportion. To realise this national aspiration, holistic programmes that cut across all 
disciplines and focus on communication and entrepreneurial skills need to be designed. In 
addition, dynamic and relevant curriculum and pedagogy must be reviewed and enhanced, along 
with benchmarking both components with leading international institutions. At both school and 
university levels world-wide, and currently in Malaysia, there has been a call for a move from 
teacher-centred to student-centred learning. Why? The answer is simply the need to provide 
students with learning opportunities that promote creative and critical thinking, active student 
engagement, value judgement, and transferable skills especially in preparing the undergraduates 
for the workplace. 
The concept of student-centred learning (SCL) began to emerge as early as 1905. It was first 
introduced by Hayward, taken up by Dewey in 1956, and later expanded into a general theory of 
education by Rogers and other prominent educationists such as Froebel, Piaget and Knowles. 
According to Brandes and Ginnis (1986: 12) in their book A Guide to Student-Centred Learning, 
the main principles of student-centred learning are: 
x The learner has full responsibility for his/her learning 
x Involvement and participation are necessary for learning 
x The relationship between learners is more equal, promoting growth and development 
x The teacher becomes a facilitator and resource person 
x The learner experiences confluence in his education (affective and cognitive domains 
flow together) 
x The learner sees him/herself differently as a result of the learning experience. 
In a nutshell, through such learning, learners will transform their passive role into a more active 
one, consider their own paths in learning, and establish a mutual relationship with their language 
instructors. Additionally, in SCL, many instructors use a reflexive approach, which is the act of 
self-creating, self-adjusting and self- reconsidering the process of learning and its outcome for 
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the benefit of both teachers and learners. Apart from that, learners are engaged in authentic tasks. 
They are given specially allocated time on tasks about real life situations, to participate actively 
and personalize their thinking towards better considerations. Other approaches include multiple 
forms of scaffolding, which is the use of higher level thinking skills such as analysis, synthesis 
and evaluation during self-RUJDQL]HG OHDUQLQJ 7KLV KHOSV SUHSDUH OHDUQHUV¶ PLQG DW EHLQJ
deliberately alert to how they think, feel, operate and consciously adjust their learning so it is 
aligned and relevant to their level of interest and competency. Instructors also use various modes 
of communication to lead learners in adjusting the task difficulty level to match their own 
competency. This would boost active communication between teacher-learners and learners-
learners. In meeting diverse learners needs, the instructor need to do some planning for lessons, 
bearing in mind the various discrepancies among individual learners. Positively, instructors 
VKRXOGXVHOHDUQHUV¶GLIIHUHQFHVZHOODQGEOHQGWKHPWRJHWKHUE\DVVLJQLQJWHDPZRUNDFWLYLWLHV
and encouraging them to verbalize thought with other teammates. In addition, hands-on 
approaches are encouraged and a cross-cultural teaching lesson is adopted to meet the different 
custom for standard behaviour, rites, symbols and values of learners by allowing them to share, 
define, describe and preserve their respective culture through their own eyes. 
In light of the findings and discussion of the study, the following recommendations are 
advanced. Firstly, instructors need to apply constructive alignment in their courses and 
programme designs. To achieve this, it is proposed that training that emphasizes on the practice 
of reviewing the curriculum, delivery and assessment be given to all university lecturers. The 
teaching and learning centre or the centre of academic development of each HE institutions 
should take the leading role in providing such training to all university lecturers. This should be 
done continuously to ensure quality of both the curriculum and the teaching and learning 
process. 
Secondly, instructors should strive to engage learners actively in classroom activities, especially 
in the use of technology. While many indicated that they use technology frequently, they are not 
using it to the fullest extent possible. Training has to be conducted not on how to use Learning 
Management Systems per se but on how to integrate technology into their teaching and learning 
process. Thirdly, in doing so, it is important that instructors understand the role of an SCL 
instructor so as to provide a rich environment to learners. Without interaction and accountability 
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on the part of the learners, active learning will not take place. It is critical that instructors must 
have a plan before actual learning sessions, as this will heighten achievement of the objectives in 
the later stage of the lesson. Planning and preparation before class is essential to ensure learning 
objectives are met. It is essential for language instructors to put in more efforts into getting 
students to be involved in higher order learning. Activities that require students to brainstorm 
and solve problems may develop this much needed skills. Additionally, case studies and the 
problem based learning (PBL) approach will contribute to the development of higher order 
thinking skills as students will have to apply, analyse and make judgements. 
Searches in the Internet on PBL in EOP have produced limited results or links to the use of PBL 
in teaching language skills in EOP. However, as reviewed earlier, according to Duffy and 
Cunningham (2007) and Sim (2006), if PBL can be used successfully in the domains of 
medicine, it can also be used in other domains, and in this instance, in EOP. Besides that, 
Ramakrishnan and Yasin (2011) experimenting with PBL in EAP also produced very favourable 
results in enhancing learner-centred classroom and self-directed learning. The core feature of the 
use of PBL in learning the language skills in an EOP classroom will be learning the language 
skills in the context of solving related problems. 
Murray-+DUYH\HWDOVWDWHWKDWWKHDSSURDFKLQ3%/ZKLFKLVEDVHGRQWKHFRQVWUXFWLYLVW¶V
principles of teaching and learning will ensure a successful learning outcome of the target 
content, and a development of the generic skills such as higher order thinking skills, problem-
solving skills, thinking skills, teamwork skills, communication skills, time management skills, 
and information skills (Malek, Karim, Othman, Mohin, & Abdul Rahman, 2013). They add that 
these qualities which are fostered through PBL are much sought after by employers, and 
graduates should not be found lacking in any of them. Therefore, by tackling EOP syllabus using 
PBL method, it will satisfy the needs of the stakeholders. This step is also in line with the 
Malaysian National Higher Education Plan whereby it suggested HE institutions to re-engineer 
the current curriculum to supply quality graduates since HEI plays a very important role in 
producing good quality workforce for government and industry. The stakeholders will then make 
full use of these products to become more competitive in the local and international market.  
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5.4 The way forward: Working together 
Since the early 1990s, the Malaysian government has argued that universities should make a 
greater contribution to raising the global competitiveness of the Malaysian economy (Mahathir, 
1991). In the 1990s, HEI were encouraged to engage more fully in the regional development 
agenda and government decided to play a more active role in encouraging greater collaboration 
between business and higher education. The National Higher Education Plan 2007-2010 
recognises that higher education has a potentially critical role to play as one of the key drivers of 
productivity growth through knowledge transfer between universities and businesses. The 
government made it clear that stronger partnerships would be encouraged between HEI and other 
agencies charged with promoting economic development. 
Malaysian +( LQVWLWXWLRQV RIIHU D QXPEHU RI SURGXFWV VHUYLFHV DQG µRXWSXWV¶ UDQJLQJ IURP
graduates, the facilitation of workplace learning and professional development, through to 
research and consultancy (Embi, 2011). For university-employer engagement to take place there 
needs to be a degree of accordance between supply and demand. Employer demand for a 
particular service needs to be matched by university supply. To date, the most obvious form of 
employer engagement with HEI is through the recruitment of graduates. Observing a gap 
between what employers want (or think they want) and what is supplied by HEI is not a new 
finding (Jacob, Huui, & Ing, 2000; G. Kaur & Singh, 2008; H. Lim, 2008). A key issue here is 
the extent to which a systematic link between employers and HEI can be established.  
This study suggests that having the stakeholders to launch more formal graduate programmes 
can lead to more active engagement with HEI in terms of the recruitment process, for example 
by dealing with HEI careers services or attending careers fairs. More significant levels of 
engagement involve situations in which employers contribute to the learning process in 
educational institutions in regard to: 
x funding;  
x work placements;  
x standard setting; 
x course design;  
x assessment; 
x involvement in / contribution to teaching, lecturing or workshops;  
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x releasing staff for workforce development activities. 
 
In addition to the production of skills, the National Higher Education Strategic Plan 2013-2025 
identifies research and development, and knowledge and technology transfer as key areas in 
which employers and universities need to interact if Malaysia wants to be globally competitive. 
Based on the UK experience, a link with an individual university department in response to a 
specific business need was the most common way by which employers had become involved 
with the development of courses and the undergraduate curriculum (Hogarth et al., 2007). 
Applying this in a Malaysian context is seen as beneficial to all parties involved.  EPSOR\HUV¶
engagement with an HEI may reduce the search and productivity costs of graduate recruitment in 
a number of ways. By engaging with an HEI by creating a benchmark or standard setting within 
the course design, employers may be able to indirectly groom the suitable graduates. 
Additionally, with their vast experience in the industry, their involvement in lecturing, teaching 
or sharing sessions during workshops will be invaluable in preparing the graduates for the 
workplace. Such engagement might take the form of establishing relationships with selected 
HEIs that offer specific and relevant degree programmes, by establishing channels by which 
selected graduates are directed towards the employer for possible recruitment or by establishing 
opportunities by which the employer can try out potential graduate recruits (for instance through 
work placements). For the employers, the benefit of such engagement can reduce costs of 
recruitment (for instance by eliminating much of the need to screen large numbers of applicants 
and reducing some of the need to select amongst graduates). Potential gains to employers come 
in the form of greater productivity and lower turnover costs arising from a better match between 
a recruit and the needs of the business. 
At its best, employer-HEI engagement is a mutually beneficial relationship with both business 
and universities reaping rewards from the link. Employers that engaged with HEIs may reap a 
number of business benefits. These included access to: 
x a supply of skilled graduates and post-graduates for recruitment;  
x highly skilled scientists and researchers;  
x the latest research and cutting-edge technology;  
x international networks of academics; and  
x continuing professional development for their staff and management. 
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On the other hand, HEIs also stand to benefit from links with employers and business. The 
benefits of an employer-HEI link include: 
x an enhanced role in regional and national economic development;  
x access to funding not earmarked for specific purposes;  
x access to research funding;  
x access to real world problems and an opportunity to market ideas;  
x access to new facilities and equipment;  
x incentives to recruit, reward, and retain academic staff. 
Additionally, one of the contributions of this study is the framework of the core PCS in English 
as identified by Malaysian stakeholders. Without consensus on a shared competency framework, 
teaching English for Occupational Purposes courses remains haphazard, resulting in the 
production of graduates with varying communication skills for the workplace. It has been argued 
WKDW µRQO\ ZLWK JRRG GHILQLWLRQV DQG WUXH XQGHUVWDQGLQJ RI WKH W\SHV RI µFROODERUDWRU¶
competencies we expect our professional trainees to demonstrate will we be able to teach and 
evaluate this construct more successfully¶ (Suter et al., 2009, p. 98). This would imply a shared 
understanding of PCS and its core elements. Furthermore, to take PCS a step forward, to 
adequately equip a quality Malaysian workforce which meets the challenges and demands of the 
new age labour market, µthe nexus between output of graduates and industry needs, the 
university and the workplace, and the higher education system and the lifelong learning system 
nHHGVWREHIXUWKHUVWUHQJWKHQHG¶ (Lim et. al., 2011, p. 45).  
The PCS framework FDQ FRQWULEXWH WR WKH GHYHORSPHQW RI 0DOD\VLD¶V TXDOLW\ HGXFDWLRQ E\
VXSSRUWLQJ DQG VWXGHQWV DQG +( LQVWLWXWLRQV¶ OHFWXUHUV ZLWK D OLVW RI FRPPXQLFDWLRQ VNLOOV LQ
English to be mastered before graduating in order to be highly employable. The framework can 
equip them with a coherent and comprehensive checklist of necessary communication skills in 
English as demanded by stakeholders. A respondent of this study stated strongly that steps 
shRXOGEHWDNHQµto improve English proficiency and competencies even at earlier stages in the 
lives of young persons¶$$QRWKHUVXJJHVWHGWKDWPRUHµhard work and strong passion¶* 
are needed in education our graduates, µespecially those who came from the villages¶$. This  
parallels Noor Azina (2011) who says that challenges are more pronounced for graduates who 
originate from rural areas because they are less exposed to speaking in English and almost all of 
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them study in public universities where Bahasa Malaysia is used as the medium of instructions. 
However, many of these shortcomings can be overcome if the government, academia and 
employers are ready to work together to move forward. In order to do so, during the interview 
sessions the stakeholders were invited to contribute their thoughts and viewpoints on some 
SUDFWLFDOFRQVLGHUDWLRQVRQKRZWRLPSURYHRXUJUDGXDWHV¶3&6Their considerations on ways to 
move forward are listed below. It must be mentioned that some of these findings closely match 
those in previous studies (Gill, 1999; G. Kaur & Singh, 2008; S. Kaur & Alla Baksh, 2010; 
Omar, Abdul Manaf, Helma Mohd, Che Kassim & Abd. Aziz, 2012; Rasul et al., 2009; SCANS, 
1991; Shafie & Nayan, 2010; Sirat, Jamaludin, Lee, & Leong, 2007; Wahi, 2012). 
Suggestions for policymakers:  
1. Establish, as a highly important national goal, a policy that every student should complete 
secondary school possessing sufficient employability skills, particularly the basic PCS 
both in BM and English, as well as enhance the development of personal attributes from 
primary school. 
2. Necessitate all HEIs and schools to include components for teaching up to date PCS. 
3. Design a standardised national assessment that permits educational institutions to certify 
the levels of employability competencies, particularly the PCS that the students have 
achieved. 
4. Assist and encourage continual research by researchers in HEIs of ways to enhance PCS 
by involving schools, HEIs, employers and other stakeholders. 
5. Continuous professional development support from the Ministry of Education to increase 
WHDFKHUV¶DQGLQVWUXFWRUV¶FRPSHWHQFHLQWHDFKLQJ3&6 
Suggestions for schools/HEIs administrators:  
1. Include the development of PCS among the explicitO\VWDWHGLQVWLWXWLRQV¶JRDOV 
2. Create meaningful programmes which are long-term and in-depth, where students can 
practice their PCS regularly and properly guided for an extended period. 
3. Structure programmes in keeping with local needs i.e. programmes should reflect the 
kinds of employers in the community and local environment requires. More places for 
training and practicum should be available.  
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4. Solve the issue of large teacher to student ratios in order for students to obtain better 
attention and support. Small groups would learn better, especially in aspects of PCS in 
English.  
5. Provide support for instructors including setting up professional development courses to 
improve their pedagogy techniques in teaching PCS, allow interdisciplinary projects so 
students can apply PCS using their subject content knowledge, and fully support the PCS 
instructors in generating meaningful materials for teaching PCS courses.  
6. Create a standardised performance assessment to be used across disciplines in order for 
graduates to add in information to be submitted to prospective employers. 
7. Supply detailed documents for supervisors on expectations of what is to be learned 
during industrial training. Documents should include the PCS skills and personal 
attributes. This is to emphasise to the students the importance of employability skill 
development both at school and at the workplace. 
Suggestions for teachers/educators/language instructors:  
1. $FFRPPRGDWH VWDNHKROGHUV¶ UHTXLUHPHQWV DV VWDWHG LQ WKH 3&6 IUDPHZRUN E\ FUHDWLQJ
modules or lessons that replicate key features of the real workplace setting; assign 
students tasks and role plays similar to communication used at the workplace. 
2. Instil and strengthen the values valued by stakeholders, namely positive personal 
attributes and strong competence in PCS, even more highly than job specific skills, to 
ensure employability.  
3. Motivate students and actively communicate with them to practice their PCS regularly, 
inside and outside English language classrooms; provide monitoring and encouragement 
to help them achieve success. 
4. Practice what you preach. Express excellent work values through classroom instruction. 
Model attention to quality, thoroughness and a positive attitude. 
5. Provide feedback and healthy criticism in guiding students to be creative employees by 
offering a good appraisal system, for instance, peer mentor-mentee programmes.  
6. Be creative in transmitting knowledge and fulfilling learning objectives set by policy 
makers by exploring real working life instructional strategies, as opposed to textbooks 
and a rigid syllabus.  
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7. Facilitate students to realise their strengths and positive qualities and build on them.  
8. Participate in professional development activities that enhance delivery in teaching PCS 
and other employability skills. 
Suggestions for employers:  
1. Create a direct link with schools and HEIs to communicate the critical importance of 
instilling employability skills in students by instituting short seminars, talks, workshops 
and free consultations. Mock interview sessions with real human resource managers and 
talks on what they expect in the curriculum vitae and resumes will accentuate the 
VWXGHQWV¶OHDUQLQJH[SHULHQFH 
2. Collaborate with local schools and HEIs to provide learning experiences that will foster 
VWXGHQWV¶ GHYHORSPHQW of employability skills. Allow students to participate in high 
quality industrial training programmes. 
3. &DWHU WR SURIHVVLRQDO GHYHORSPHQW VXSSRUW IRU HPSOR\HHV¶ 3&6 E\ GHYHORSLQJ LQWHUQDO
training programmes to equip present employees with the full range of basic, higher order 
and affective employability skills. 
$OOLQDOOLQRUGHUWRLPSURYHJUDGXDWHV¶3&6LWVKRXOGVWDUWIURPVFKRRO3URJUDPPHVGHVLJQHG
should always be relevant to the needs of industry. Respondents in this study believe that 
industrial training and practical work experiences are two important elements that contribute to 
learning, as well as constant visits to the industry workplaces and vice versa. The strong 
networking between industry and HEIs creates better and meaningful learning experience since 
many applications towards theoretical components can be practiced and more contemporary 
knowledge currently practiced at the workplace can be brought into the classroom. To conclude, 
it must be stressed that students themselves need to understand the importance of equipping 
themselves with PCS and positive personal attributes to stay competitive. Students who are 
serious in improving their employability skills can obtain and strengthen their work-readiness by 
going through industrial training or practical training or by getting help from the place of study 
to gain the ability to apply knowledge effectively in their future workplace or even by working 
part-time during their university lives. 
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5.5 Conclusion 
The purpose of this chapter was to present a discussion of the findings in this study. The key 
findings of this study were discussed according to the significant themes that emerged and were 
explained in the context of the existing body of knowledge pertaining to English language 
workplace liteUDFLHV DQG HPSOR\HUV¶ H[SHFWDWLRQV ZLWK UHJDUG WR (QJOLVK ODQJXDJH :KHQHYHU
possible, the findings of this study were compared with previous findings in the literature. The 
discussion has covered a number of points worth reiterating: the balance of breadth and depth of 
VWURQJFRPPXQLFDWLYHFRPSHWHQFHYRLFHGE\WKHVWDNHKROGHUVWKHVWDNHKROGHUV¶JUHDWLQWHUHVWRQ
WKHGHYHORSPHQWRIJUDGXDWHV¶SHUVRQDODWWULEXWHV WKHQHHGIRU change in the Malaysian higher 
education syllabus; as well as some discussion on ways to move forward, on how to work 
together to improve the current situation, as suggested by the literature and research findings. 
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³7KHPHDVXUHRIJUHDWQHVVLQDVFLHQWLILFLGHDLVWKHH[WHQWWRZKLFKLWVWLPXODWHVWKRXJKWDQGRSHQVXS
new lines of reVHDUFK´  (Dirac, 1968, p. 15). 
 
 
 
 
 
Chapter 6 
Conclusion 
 
6.0 Introduction 
This chapter concludes the thesis and is presented in three main sections. It begins by providing 
an overview of the study, the aims, design, key findings and parameters of the research. Next, the 
chapter presents a discussion of the original contributions this study makes to the extant 
knowledge on English language academic literacies. The chapter ends with the implications of 
the findings for theory, practice and future research that may be of interest to academic 
researchers, policymakers and practitioners. 
6.1 Overview of the study 
The purpose of this research was to develop a Professional Communication Skills (PCS) in 
English Framework. Building on the investigation using stakehROGHUV¶ SHUVSHFWLYHV RQ WKHLU
needs and requirements of fresh graduates, the researcher hoped to develop their insights into a 
practical PCS in English framework, which could be applied directly in EOP classes in HEIs. 
This study is appropriate and imperative in the present context of Malaysia since there much 
concern about the quality of graduates who have failed to meet the expectations of prospective 
employers on account of their deficiencies in communicating in English. This study was 
prompted by the need to a provide quality learning experience in EOP classes. The needs 
analysis is also important in order for HEIs to produce future graduates with adequate skills and 
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abilities to meet the demands and standards of the local and international workforce for high 
quality human capital development (MOHE, 2009). 
6.1.1 Research aims 
The aim of this study was twofold. First, it intended to define PCS by looking at the needs and 
requirements of Malaysian employers, the government and academia. This component explored 
the common practices involving English language communication carried out at the workplace in 
the public and private sectors in Malaysia. The requirements and suggestions of the stakeholders 
would help to fulfil the fundamental objective of this study which was to determine the key 
definition of professional communication skills identified by Malaysian stakeholders for 
successful workplace function. 
Secondly, after taking into account the various needs and requirements of Malaysian 
stakeholders on the essential English communication skills for the workplace, a PCS framework 
in English was developed. Subsequently, the PCS framework was EURXJKW WR WKHVWDNHKROGHUV¶
attention again for validation. In addition, in order to ensure that the framework produced is not 
only validated but also achievable, several experts in the field of teaching English in higher 
education institutions would look thoroughly through the framework. Peer debriefing process 
was an essential step in assuring validity in this qualitative study.  
6.1.2  Research design 
Given its primary objective to generate understanding of the topic under study through the lenses 
of the key stakeholders, the qualitative case study approach couched within the interpretivist 
paradigm was employed for data collection and data analysis in this study. The direct voices of 
Malaysian stakeholders have been given limited coverage and have rarely been heard in previous 
research. The perspectives of the stakeholders were collected primarily from ten Human 
Resource managers, three government officers who were in charged of recruiting new staff for 
public service departments and seven English language instructors from Malaysian academia. 
Data was collected by means of in-depth interviews. Complementing these data were annual 
reports as well as Malaysian government official reports. In the tradition of qualitative research, 
the data were read reiteratively and analysed rigorously through a deductive process of 
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identifying the recurring and salient themes using the Communication Competence Model as the 
basis.  
Since an abundance of data was expected and collected, soft systems methodology (SSM) was 
applied in order to deal with complex organisational and hierarchical situations where those 
involved may lack of common agreement. SSM offers the best solution by giving all parties a 
proper stage to voice their opinion.  It promotes shared thinking and helps to persuade people to 
work together and find common ground. The rigorous steps in the methodology force 
explicitness and promote creative and stimulating thinking. It helps to structure problematic 
situations which are complex and messy when the information given during the collection of data 
is overwhelming. All in all, SSM applied in this research was important in making the study 
doable and meaningful at the same time. 
6.1.3  Research findings 
This study has been able to give informed answers to the guiding research questions set out at the 
beginning of this thesis. The key findings that have emerged from the data of this study are 
summarised and presented below according to the research questions. 
a) What are stakeholders and theoretical identified communication constructs 
that support the development of a PCS in English framework? 
In this VWXG\LWLVFRQILUPHGWKDWKLJKJUDGHVDQGH[FHOOHQWUHVXOWVRQWKHJUDGXDWHV¶WUDQVFULSWV
are not highly regarded by employers, but they correlate positively with attributes that are 
valued. Essentially, the findings draw attention to the overall perceptions shared by the 
participants of this study of the importance of breadth and depth of strong communicative 
competence as a shared responsibility by schools and HEIs. The responsibility cannot be left 
alone to HEIs. The Malaysian education system should respond to this issue of the lack of 
competence of our graduates in mastering English for the workplace by introducing syllabi that 
cater to this from the very beginning of the school system. 
7KHILQGLQJVKLJKOLJKWHGVWDNHKROGHUV¶VFHSWLFLVPRIWKH(QJOLsh that is being taught to potential 
employees and about how useful and practical it is for employment purposes and industry 
growth. They stressed the inclusion of detailed productive and receptive skills in the PCS 
framework since these communication strategies need to be mastered in order for our graduates 
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to be high quality human capital for Malaysia. A pedagogical shift from text-books to 
instructional working-life strategies, preferably internet related, were seen as important by the 
respondents. Additionally, lecturers and English instructors in HEIs were advised to model the 
correct PCS and allow more opportunities to practice them in and out of the lecture rooms.  
It was stated in Chapter 5 that one of the important steps to be taken in order to improve 
VWXGHQWV¶ 3&6 ZDV WR PDNH VRPH HVVHQWLDO WUDQVIRUPDWLRQ LQ WKH 0DOD\VLDQ +( V\OODEXV 7KH
mastery of the English language by graduates is closely related to our economic survival in this 
era of globalisation. The education system should take serious steps to improve the PCS in 
(QJOLVKVLQFHLWLVWKHFRUHµUHPHG\¶WRWKLVSUREOHP7KHFXUUHQW+(,FXUULFXOXPGLGQRWLPSUHVV
the stakeholders, looking at its end product. Stakeholders suggested that the Malaysian higher 
education system should emphasize fluency over accuracy. Employers should provide input into 
the subjects being taught. Furthermore, more time should be given to practical experience. The 
current HE syllabus which emphasizes workbook drilling to master grammatical accuracy should 
be stopped since it causes students to be at a loss when it comes to real world communication. 
This reinforced our view that there is a dire need for curriculum designers and policy maker to 
review the Malaysian HE curriculum; one issue to be scrutinised is the emphasis on fluency over 
accuracy. 
Subsequently, issues of overcrowded classrooms in HEIs emerged from the discussions with 
stakeholders. Employers faced the same issue of the having to cater to a massive supply of 
graduates against limited workplace vacancies. The study then highlighted the importance of the 
Ministry of Education, policy makers and industry to look closely at the role of HEIs; whether 
the role of HEIs is similar to that of a factory, producing massive amounts of workers for the 
labour market or they could be the birthplace of select intellectual graduates with high level 
skills and desirable personal attributes. With a large student load in each lecture, limited time and 
strict curricular mandates as is the present case, differentiated instruction during teaching is near 
impossible. 
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b) :KDWDUHVWDNHKROGHUV¶DVVHVVPHQWVRIWKHUHOHYDQFHRIWKH3&6IUDPHZRUN" 
Subsequently after interviewing the stakeholders and preliminary findings were formed, member 
checking and peer debriefing processes were held. During these sessions, more in-depth 
discussions on the PCS for the Malaysian workplace were clarified. One of the most frequently 
UDLVHG LVVXHV ZDV JUDGXDWHV¶ SHUVRQDO DWWULEXWHV Contrary to expectations, most of the 
respondents of this study insisted that personal attributes like positive attitude, integrity, 
humility, resilience, complaisance, honesty, receptiveness, initiative, willingness to learn, not 
being individualistic and capable of working with others, optimism and trustworthiness were 
rated more important than communicating fluently in the English Language and good grades. 
Hence, policymakers at the national level should ensure, as a highly important national 
educational goal, that every student complete school education possessing sufficient 
employability skills, and prioritise the development of personal attributes as early as in primary 
school. From the preceding point it is clear that stakeholders required personal attributes of 
graduates in HEIs to be more objectively measured. These demands should be catered to and 
given greater emphasis since it is a fundamental factor in the employability for entry-level 
employees. 
6.1.4 Research parameters 
The disparity that exists between the actual performance of Malaysian graduates pertaining to 
their English language literacy and competencies and the demand for the English language and 
OLWHUDF\LQWKHDFDGHPLFDQGZRUNIRUFHZRUOGVZDVLQYHVWLJDWHGLQWKLVVWXG\7KHVWDNHKROGHUV¶
views, expectations and requirements of prospective employees have been demonstrated to be 
robust and thorough, as reflected by the participants in this study. As an outsider to the employer 
communities, the researcher attempted to explore the specific PCS in English required by the 
stakeholders from the graduates. In doing this, consistent with the interpretive stance of this 
study, the qualitative approach to inquiry was chosen to facilitate an in-depth and detailed 
understanding of the needs of the stakeholders.  
As with all such studies, there are limitations that offer opportunities for further research. This 
study was not able to delve in-GHSWKLQWR(23SUDFWLWLRQHUV¶SHUFHSWLRQVRQWKH3&6IUDPHZRUN
in English. Only a few English language lecturers and a few experts who were involved as 
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participants of this study gave their input on the practicality of the PCS Framework. Much work 
remains to be done on the feasibility of applying the PCS in HEIs. Unfortunately, at present, 
such a goal seems remote. 
Another aspect of this study which the researcher considers as an important limitation was her 
inability to ascertain PCS in English required by medium and small industries. It was a 
considerable challenge to collect data for the present study and it was impractical to add more 
participants. However, future studies could explore the requirements of small and medium 
industries as well as the insights of English language practitioners in HEIs to provide a broader 
SHUVSHFWLYH DQG D PRUH FRPSUHKHQVLYH SLFWXUH RI WKH VWDNHKROGHUV¶ RYHUDOO UHTXLUHPHQW IRU
English language workplace literacies. It has to be emphasised that the findings and conclusions 
of this study can only be generalised to the population from which the sample of interest has 
EHHQGUDZQ+RZHYHUWKHQRWLRQRIµWUDQVIHUDELOLW\¶/LQFROQ	*XED, p. 67RUµSURximal 
VLPLODULW\¶3DWWRQ, p. 99) may be applied to generalise the findings with similar contexts, 
though caution must be exercised with the transfer of findings given the limited number of 
participants in the present study. Studies of a larger number of participants are deemed necessary 
to consolidate the findings. Applying mixed methods may confirm and enhance the findings of 
this study.  
Practical implementation of the PCS framework in English in EOP courses in Malaysian HEIs 
poses a number of problems. Since the stakeholders provided an exhaustive list of requirements 
for the entry-level employee, it may seem impossible to teach everything needed within a course. 
To put the framework into practice was beyond the scope of this study. Therefore, further work 
is required in order to implement the PCS framework in Malaysian HEIs. 
6.2 Substantial and original contribution to knowledge 
The present study has yielded findings that add an original contribution to both the theory and 
practice of English language literacies, focussing on the higher education level. Firstly, it adds to 
the broader view of workplace literacies by revealing the English language literacy practices in a 
professional setting situated in a Malaysian context. This study has provided conclusive evidence 
E\GRFXPHQWLQJ0DOD\VLDQVWDNHKROGHUV¶UHTXLUHPHQWVRIZRUNSODFHOLWHUDFLHVIRUWKHJUDGXDWHV
scrutinising the findings and developing a practical PCS framework in English using a 
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Communication Competence Model (Morealle, Spitzberg and Barge, 2007) as its point of 
departure. Previously, these skills (i.e. cognitive competence, cultural competence, critical 
thinking, tasking skills and motivation) were usually treated separately from workplace literacies 
(Idrus et al., 2010; S. Kaur & Alla Baksh, 2010; Pandian & Abd Ghani, 2005; Shah, 2011; 
UNESCO, 2012). This study differs from previous research in that the skills suggested were 
treated in parallel with each other. Additionally, since the participants involved in this study 
came from a variety of professions, it creates a standardised and generic template for all courses 
in HEIs and can be applied across the board. Future research can delve into PCS in English for 
specific careers by using the current outcome as a foundation. Hence, the development of the 
PCS in English framework represents one of the main contributions of this study. 
Secondly, since many EOP courses in Malaysian HEIs are taught differently, without clear 
direction provided by industry or government agencies, this study has made a contribution 
towards providing a PCS framework which may work as a guide for policy makers in HEIs to 
improve and update their courses. Besides emphasising the four language skills in fostering 
OHDUQHUV¶ FRPPXQLFDWLYH FRPSHWHQFH LW LQWURGXFHV VNLOOV PRWLYDWLRQ DQG NQRZOHGJH DV RWKHU
key constructs in producing competent employee. Locating these key constructs in the PCS 
framework would help graduates be effective and appropriate communicators, as required by the 
stakeholders. This contributes to the existing body of knowledge and the findings of the present 
study can make a significant contribution to policy makers, educators and researchers alike, 
LQWHUHVWHGLQILQGLQJVROXWLRQVWRJUDGXDWHV¶XQHPSOR\PHQWLVVXHV 
Thirdly, this study has uncovered an implicit aspect that is unique to the context of this study of 
0DOD\VLDQ JUDGXDWHV¶ ZRUNSODFH OLWHUDFLHV SUDFWLFHV DQG FRPSHWHQFLHV It has led to the key 
LQVLJKWDQGVKHGVOLJKWRQWKHVWDNHKROGHUV¶XUJHQWQHHGRIJUDGXDWHVQRWMXVWHTXLSSHGZLWK3&6
in English, but also with certain essential professional attributes or qualities. Stakeholders in this 
research require future employees to have good, positive attitudes alongside strong PCS in 
English. 
Fourthly, this study may stimulate debate on the use of soft system methodology (SSM) in the 
field of education. As suggested by Morreale et. aO µcommunication assessment has become a 
permanent part of the fabric of academic life in higher education¶ (2011, p. 269). Current EOP 
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courses must be subjected to periodic review; hence an in-depth needs analysis is required. This 
review is essential to deal with issues of skills mismatches as mentioned earlier in the statement 
of the problem in Chapter One (see heading 1.2 Statement of the Problem). It is clear that in 
addition to the views already expressed, views of stakeholders are essential to capture a complete 
picture of the current problematic situation. Since SSM encourages learning and understanding 
of human activities, its use in this study has gone some way towards explaining the complex and 
G\QDPLF LQWHUDFWLQJ ZHE RI LGHDV DQG YLHZV RI VWDNHKROGHUV¶ LQ GHILQLQJ 3&6 7KLV WR WKH
researFKHU¶VNQRZOHGJHLVWKHILUVWWLPHWKDW660KDVEHHQXVHGLQ0DOD\VLDWRDVVHVVDFRXUVH 
In addition, It was mentioned in Chapter Two (see heading 2.1.5), that past studies on workplace 
communication skills mainly employed survey methods without qualitative in-depth attempts to 
IXUWKHUH[SORUHVWDNHKROGHUV¶SHUVSHFWLYHVDQGH[SHULHQFHZLWK(QJOLVKODQJXDJHFRPPXQLFDWLRQ
In-depth interviews helped to unfold the needs and requirements of the stakeholders with 
thorough descriptions that explained and gave meaning and solutions to the current problem. 
This approach addressed criticisms over the lack of authentic voices from across the spectrum of 
stakeholders on the acquisition of professional English communication skills at the workplace, as 
pointed out by Kassim and Ali (2010). Furthermore, before this there has not been any study that 
was concerned predominantly with both workplace communication skills and workplace literacy 
in English. Therefore, this study helps to fill in the gap in the literature by providing qualitative 
LQVLJKWV LQWR VWDNHKROGHUV¶ SUDFWLFHV DQG WKHLU UHTXLUHPHQW ZLWK UHJDUG WR FRPPXQLFDWLQJ LQ
English at the workplace, especially at entry-level. This study provides conclusive evidence of 
PCS since it sought answers to the issues by examining the problem itself and by having the 
µSUREOHP-VROYHUV¶ RU WKH NH\ LQIRUPDQWV WR VKDUH WKHLU LQVLJKW DQG H[SHULHQFHV XWLOLVLQJ D
qualitative research method. Hence, building on the theories and implications informed by 
previous research, this study turns towards developing an essential yet absent framework on 
professional communication skills in ESL for Malaysian HEIs.  
Last but not least, research in workplace literacies, as stated earlier in Chapter Two, has been 
FRQFHUQHG OHVVZLWK H[DPLQLQJ VWXGHQWV¶(QJOLVK ODQJXDJH OLWHUDF\SUDFWLFHV DQGFRPSHWHQFLHV
for workplace life; rather it has gone a long way in unpacking the more generic lists of 
competencies for students to achieve. Despite the great lack of competence demonstrated in these 
skills, they are unfortunately not universally articulated as learning goals in current higher 
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education curricula. This study has identified more clearly the underlying elements of workplace 
literacy practices. They were included as an integral part of the PCS Framework in English In 
this study  
6.3 Implications 
The findings of this study have implications for future research, policy and HEIs practices. 
6.3.1 Suggestions for future research 
The results of this study suggest a number of new avenues for research. The current study 
contributes new knowledge and new dimensions to the understanding of the PCS in English as 
UHTXLUHG E\ VWDNHKROGHUV 5HVHDUFK RQ +( VWXGHQWV¶ (QJOLVK ODQJXDJe workplace literacies in 
Malaysia is still scarce and there are still broad opportunities for further research. This study 
provides a basis for such research agendas through its in-depth study of English language 
workplace literacies for employability as demanded by multi-national companies, government 
agencies and academia in Malaysia. This study is an opening for other researchers interested in 
delving into the topic further with regard to specific professions, for example, PCS in English for 
Medical Graduates, Accountants, Counsellors, English Teachers, the Police Force, to name a 
few. Additionally, similar studies to the one reported here need to be carried out periodically to 
HQVXUH VWDNHKROGHUV¶ UHTXLUHPHQWV DUH XS-to-date, and also to further confirm or contradict 
conclusions made in this study. 
As mentioned earlier, this study employed a qualitative approach. This implies that application 
of the quantitative or mixed method approach to gather data from a larger numbers of 
participants, including small and medium sized companies, is deemed necessary since it can 
provide empirical validation of the constructs within the PCS framework. Additionally, this 
study can also be replicated to discover the PCS required by stakeholders in Bahasa Malaysia, 
French, Arabic, Mandarin, Tamil or other languages used all around the world. To discover the 
similarities and differences between the PCS required in different languages might highlight the 
issues of inter-cultural awareness in the context of the workplace.  
In practical terms, possible research designs to test the feasibility of implementing the PCS 
framework in Malaysian HEIs with extended empirical examination which includes views of 
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(23 LQVWUXFWRUV DV ZHOO DV WKH DFKLHYHPHQWV RI JUDGXDWLQJ VWXGHQWV¶ ZRXOG FRPplement the 
knowledge generated from this study. Multi case studies or action research can be carried out to 
ascertain the practicality of the PCS framework in English. Additionally, research on course 
assessment may be carried out to compare what current EOP courses offer in Malaysian HEIs 
with what is proposed in the PCS in English framework in this study. Another practical study 
that can be carried out to enhance the findings of this study is to design a survey for current 
graduates, to investigate their perceptions of their level of achievement based on what the 
stakeholders have suggested in the PCS framework.  
Looking at the handling of the data validation process, on-line video conferencing is an 
important option for other researchers to consider. Since face-to-face meetings are important to 
promote collaborative and fruitful discussion, technology such as video conferencing could allow 
researchers to carry out the member checking and peer debriefing process in a more practical 
manner. There were times during this research that meetings were needed to be rescheduled a 
IHZWLPHVGXHWRSDUWLFLSDQWV¶ZRUNVFKHGXOHVRUORFDWLRQ+HQFHRSWLPLVLQJWKHIDFLOLWLHVRIRQ-
line video conferencing would allow the researcher and participants to benefit from both verbal 
and non-verbal communication in face-to-face meetings. 
Finally, since this study has looked into the notion of motivation, future research should look 
into more practical solutions on ways to motivate students in HEI classrooms. Since this 
construct was found essential in this study, more in-depth research on motivation in relation to 
making EOP classes more interesting and meaningful should be carried out.  
6.3.2 Implications for policy and practice 
As a way to improve the PCS of graduates and go beyond current limitations, the researcher 
wishes to make the following points with regard to policy and practice: 
Firstly, this study contributes previously unexplored insights into the concerns and experiences 
of Malaysian stakeholders in relation to the teaching of English language workplace literacies at 
tertiary level and, consequently, in meeting the expectations of potential employers after 
graduation. The study suggests that English language workplace literacy learning is complex and 
highly contextualised, particularly in the multilingual context of education in Malaysia. The 
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findings indicate the need for policy makers and educators alike to understand the requirements 
of stakeholders in order to have graduates who are equipped with PCS before venturing into the .  
This may well imply that workplace literacies teaching and learning should not be confined to 
HEIs, but should be taught at every level of the Malaysian education system. Given the dominant 
role of English for understanding and constructing knowledge, the mastery of the language 
among students of all ages is deemed necessary as this will also enhance their employment 
prospects. A strong constant education system which is continuous from pre-school to tertiary 
level is central to building language competency in individuals. Inconsistencies in the 
educational model in Malaysia might have contributed to the deterioration of English language 
proficiency level of Malaysian learners in schools and universities over the last thirty years. In 
order to ameliorate the situation and ensure the products of the Malaysian education system are 
successfully employable, findings from this study might offer good indicators of what is actually 
needed by stakeholders and needs to be implemented in the curriculum. Ultimately, the task of 
producing graduates who are prepared with PCS cannot be left only to HEIs but is the 
responsibility of the entire continuum of the education system, including the primary, secondary, 
and post-secondary education stages. All education institutions must together discharge the role 
of developing individuals who contribute to society. 
Secondly, as far as government policy is concerned, one of the vital shifts introduced in the 
Malaysia Education Blueprint 2013-2025 (MOHE, 2012) was to ensure every child is proficient 
in the English language. In order to do this, the government is committed to upskilling English 
teachers so that they are proficient according to international standards. Those who have yet to 
pass the Cambridge Placement Test will receive intensive upskilling. In addition, the government 
is also transforming teaching into a profession of choice by offering a lot of incentives, 
professional trainings and career development opportunities based on competency and 
performance, not tenure. Exposing teachers to the findings of this study during their professional 
development courses will help to highlight the importance of PCS from an earlier stage of 
learning. This will certainly offer learners more time for practice and optimise their exposure to 
the English language.  
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Thirdly, this study identifies the desired workplace qualities from the viewpoint of employers. 
The findings of this research may be useful in future research that investigates the mismatch 
EHWZHHQWKHHPSOR\HUV¶H[SHFWDWLRQVDQGJUDGXDWLQJVWXGHQWV¶3&6LQ(QJOLVK,IWKH0DOD\VLDQ
government and the universities are serious in fixing the problem of low quality graduates, there 
is a need to reconsider radically the education and training needs of undergraduates. HEIs should 
look at the findings of this study seriously, diagnose the bad practices and develop plans to 
improve their programmes and services, particularly with respect to the balance between theory 
and practice and to match educational content to industrial needs and English language 
competencies. 
This study also suggests that course assessment needs to be carried out periodically in HEIs to 
establish and develop links between the universities and the industry. This is crucial as the 
workplace has often experienced unexpected changes pertaining to knowledge and technology. 
The universities must be alert and take cognisance of the need to constantly upgrade, improve 
and equip future graduates with the necessary employability skills required at the workplace so 
that they will be well prepared to meet the demands of the future local and global workforce. 
Having human resource managers from multi-national companies and recruiting executives from 
government agencies to stress to learners that English offers opportunity and motivate learners in 
HEIs on the PCS needed for the workplace is one practical application of this study that can be 
applied in HEIs. 
The results presented in this study imply HEIs must understand the needs of their students, and 
provide courses that meet these needs. It should also be highlighted that English language 
learning at the tertiary level should move away from the emphasis on grammar to a 
communicative language approach that provides more platforms for students to develop their 
communicative abilities through classroom exchanges and assignments that promote the 
acquisition of English. It is vital to provide additional and multiple English language 
opportunities and exposure in the university environment. In light of the current expectations of 
integrative skills and English language competencies in the 21st century workplace, the 
university curriculum needs to be revised in order to address the needs of the contemporary 
workplace. Graduating students need to be trained sufficiently and be given more opportunities 
in using the English language in preparation for the language needs of the workplace and other 
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PCS needed by the prospective employers. Failure to address these issues will lead to producing 
low quality graduates , and thus the goal to produce quality human capital as projected in the 
Malaysian Economic Transformation Programme (Prime Minister's Department of Malaysia, 
2012) will not be achieved.  
Fourthly, as a result of the growing importance of EngOLVKDQGWKHJRYHUQPHQW¶VRSHQVXSSRUWIRU
the language, universities have to reorient their practices on the use of English on campus. An 
extensive use of English must be emphasised across the entire university community in order for 
the learners to achieve mastery of the language, by providing them with more opportunities to 
use the language formally or informally. In order to enhance learners communication skills as 
advised by the stakeholders, HEIs can also take an informal approach to the development of 
VWXGHQWV¶ 3&6 E\ HQFRXUDJLQJ WKHLU SDUWLFLSDWLRQ LQ ODQJXDJH EDVHG FOXEV RU DFWLYLWLHV IRU
LQVWDQFH WKH%RRN&OXE:ULWHU¶V&OXE'UDPD&OXE6SHDNHU¶VFRUQHU3XEOLFVSHDNLQJ7('-
based), to name a few. Incentives from the policy makers of HEIs for these clubs may enhance 
OHDUQHUV¶ VSHDNLQJ UHDGLQJ ZULWLQJ OLVWHQLQJ SUHVHQWDWLRQ DQG LQWHUSHUVRQDO FRPPXQLFDWLRQ
skills as suggested by the stakeholders in this study. The more exposure the learners have in a 
stress-free and fun environment the more it will help them to use the language comfortably.  
The PCS framework in English was developed in response to what was identified by 
VWDNHKROGHUV DV JUDGXDWHV¶ FRPPXQLFDWLRQ VNLOOV QHHGV DW WKH ZRUNSODFH DV HQWU\-level 
employees. The PCS framework is made up of three components: cognitive knowledge, 
communication skills and motivation. In the light of the results of the study, a variety of methods 
and materials which can be used to actively engage learners in the learning process, with 
particular emphasis on meaningful situated language use at the workplace, can be explored, 
GHVLJQHGDQGGHYHORSHG3URGXFLQJDWH[WERRNDQGWHDFKHU¶VJXLGHRXWRIWKH3&6IUDPHZRUN
would be very useful and practical for EOP instructors. The PCS framework can also serve as a 
standardised guideline for all Malaysian HEIs in teaching EOP courses, according to the mould 
WKDWKDVEHHQ VHW E\ WKH VWDNHKROGHUV 7KLV ILWV LQZLWK:HVW¶V  VXJJHVWLRQ WKDW ILQGLQJV
from needs analysis must be translated into appropriate course objectives, course materials and 
pedagogical methodology.  
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Finally, more exploration and evaluation of pedagogical strategies that aim at preparing our 
learners to be high quality employee must be carried out. Such exploration will need to focus 
more attention on applying the PCS framework in English in Malaysian HEIs. One practical 
suggestion this study makes is that the PCS components should not only be taught in one unit of 
EOP, but should be dispersed in different subjects, including subject content courses in the 
degree programme. This ensures that all the components are taught in meaningful contexts. 
Having a support English unit in each faculty that is devoted to teaching specific workplace 
English literacy (for instance, English for Marine Scientists, English for Food Technologists and 
English for Accountants) may help in targeting specific English needs for the workplace. 
Coordination between each faculty and the English language unit is essential in ensuring 
opportunities for learners to use the language in a specific and meaningful context. Teaching the 
PCS components solely in EOP classes would not be enough in catering to the expectations of 
the stakeholders, as was discovered in this study. Another strategy would be to teach PCS 
intensively before the undergraduates leave for their industrial training. Cooperation between the 
industrial relation officers in each faculty and EOP lecturers would be extremely helpful in this 
respect.  
6.4 Concluding remarks 
This study is timely in view of the large number of graduates who are deemed to be 
unemployable mainly due to their poor language and communication competencies in English. 
*UDGXDWHVZLWKJRRG(QJOLVKSURILFLHQF\DUHYLWDOLQWKHQDWLRQ¶VTXHVWWRFUHDWHD.-economy. 
This study provides a detailed account of the English language workplace literacy practices 
needed by learners. The expectations of prospective employers were compiled into a practical 
PCS Framework in English. The findings provide avenues for further investigation, verification 
and improvement of the current structure of the EOP courses taught in Malaysian HEIs. More 
importantly, the findings of this study call for a situated response in policy, research and practice 
that addresses issues on teaching the required language skills for the workplace as identified by 
the stakeholders at ground level. 
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Appendices 
APPENDIX A: INTERVIEW SCHEDULE  
 
 
 
A MALAYSIAN PROFESSIONAL COMMUNICATION SKILLS 
FRAMEWORK FOR GRADUATES. 
 
 
INTERVIEW PROTOCOL FOR GOVERNMENT AGENCIES 
 
 
Name:       Title:         
Name of Agency:            
Department:     Designation:      Tel 
No:       Email:        Date:  
     Signature:        
 
Introduction 
 
The lack of professional communication skills among Malaysian graduates has become 
a matter of national interest and concern. I am conducting a research, as part of my 
Doctor of Philosophy degree in the School of Education at the University of Nottingham 
Malaysia Campus, on this matter with a focus to develop a Professional Communication 
Skills (PCS) Framework created and validated by Malaysian employers, government 
and academia. The fundamental objective of this study is to determine the key definition 
of professional communication skills identified by Malaysian stakeholders for successful 
workplace function.  
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I would like to include your agency to be involved in my study. I believe that because 
you are actively involved in the human resource development of your organisation, you 
are best suited to speak to on various issues, such as the list of communication skills 
required by entry-level. I hope that I will get your assistance and support in gaining 
insights in order to develop the PCS Framework by looking into your current policies 
and practices.  
 
BACKGROUND EXPERIENCE 
1.  7REHJLQ,¶GOike to learn about your experience working in this agency as well 
as your previous experience working with others (if any) 
a. What is your job scope in this agency? 
 
GENERAL ISSUES 
2. I believe that Peneraju also works hand in hand with fresh graduates. Can you 
SOHDVHH[SODLQ« 
a. Thrust 3 and 4 programme is a graduate employability enhancement 
scheme offered by your agency. Why do you think it was important to do 
this?  
b. Please give me an overview of the graduate recruitment patterns 
employed by your agency for programmes in Thrust 3 and Thrust 4? How 
are these graduates chosen to be part of the programme? 
c. Does your agency have SOPs (standard operating procedure) for this? (i.e. 
sets of interview questions or tests to apply for Thrust 3 and 4 
programmes)? 
d. Can I have a copy of the document for my research purposes? 
 
3. What would be the typical background for fresh graduates, in terms of 
qualification levels and disciplines (or anything else you would like to add)? 
a. Does your agency take on more local graduates or graduates from abroad 
or local for Thrust 3 and 4 programmes? Why? 
b. Do you feel there are any advantages and/or disadvantages related to 
taking on board Malaysian graduates in the programmes? (probes) 
c. In general, what skills do/should graduates bring to workplace? 
d. In your experience, how employment-ready have the local graduates 
generally been, in terms of: 
x Professional (or vocational) training? 
x Communication skills? 
x Any other issues you would like to comment on? 
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e. +RZZRXOG3(1(5$-8GHILQHµZRUNSODFHUHDGLQHVV¶ZKLFK also be  
the products from your programme? 
 
 
PROFESSIONAL COMMUNICATION SKILLS 
Thank you. I would like to discuss with you the Professional Communication Skill 
requirements in your agency. 
4. What kind of English language skills in your experience are typically required to 
work as a new employee? 
5. How satisfied do you generally feel about the English standards of our 
graduates who apply to you? 
a. Can you give me any examples of this in relation to: 
x Interview performance? 
x Work performance, for those you employ (presentation skills)? 
x Any other social or professional contexts (meeting ± in 
house/client)? 
6. If you do notice problems related to English language ability, are these in the 
DUHDRIWKHDSSOLFDQW¶VRUZRUNHU¶V 
x General English ability (e.g. grammar)? 
x Fluency? Limited vocabulary? 
x Vocation-specific language skills (e.g. professional jargon)? 
x Writing ability for reports? 
x Public speaking skill 
7. Are there any groups you consider more likely to have these types of problems? 
(any examples of this? i.e race, locality, gender, academic background: science 
or arts) 
8. :KLFKXQLYHUVLWLHVJUDGXDWHVGRPHHW\RXUH[SHFWDWLRQVDQGZKLFKGRQ¶W" 
 
Looking at a more focussed area in your agency: 
 
9. What tests or screening measures, if any, are used to identify the English 
proficiency levels of applicants for professional (vocational) programmes in your 
organisation? 
10. Are any particular strategies implemented to assess this at interview? Any 
specific SOPs? 
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a. Can you share the document with me for the purpose of research? 
11. Can you give some estimation of the proportion of applicants likely to be 
rejected on the basis of  
a. Communication Skills (language) 
b. Interpersonal Communication (appropriateness, attentiveness) 
c. Non-verbal communication skills (time, space, appearance) 
12. Overall, what are your perceptions of the PCS that the graduates require for 
workplace readiness in Malaysia? In terms of: 
a. Communication Skills  
b. Interpersonal Communication  
c. Non-verbal communication skills  
d. Are there other skills that influence positively or negatively on their 
employment? 
 
MOTIVATION 
Thank you, can we talk a little about the motivational factors on improving PCS adopted 
by your agency. 
13. Before that, do you have any specific English language levels required for 
professional (or vocational) registration in your agency? Or are you satisfied with 
the results from SPM/MUET/EOP courses in universities? 
a. Does your agency offer in-house training for English communication for 
Thrust 3 and 4 participants? If not, why? 
b. Is there any Professional Development courses being offered in your 
agency to enhance their Professional English Communication Skills? 
14. In your opinion, does having better PCS in English helps in climbing the 
workplace ladders faster for the graduates? May I know why? 
15. Does your agency offer any incentives to your staff who have stronger PCS?  
16. All in all, what are the motivations do you think the graduates should have in 
mastering PCS, specifically in English? 
 
 
IMPROVEMENT OF TEACHING IN HE 
Thank you for patiently answering my questions. Finally, I would now like to ask for your 
thought about the role the HEI in improving PCS.  
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17. What links, if any, have been established between your professional body and 
educational institutions in order to improve this problematic situation?  
18. If no, can you think of any that might be useful in the future? 
19. In general, how do you feel Malaysian graduates as compared to other new 
graduates from international universities in terms of employment performance 
and contribution? (probe for any examples) Å to know elements that can be 
added in EOP courses 
a) Looking at the MUET examination results, does the scale in the assessment 
justify the actual competency the graduates possess? For example, an A in 
EOP means they are very competent in English at workplace. Åquestions are 
asked to discoveUVWDNHKROGHUV¶WUXVWRQWKHTXDOLW\RI(23FRXUVHVRIIHUHGLQ
universities.  
20. Do you have any suggestion in order for universities to improve the EOP courses 
offered?  
21. In your opinion should organisations spend time and money re-training 
employees for professional communication. 
 
Thank you for your cooperation and support in answering these questions. 
Thank you also for the documents you have shared with me.  
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of articles and book chapters. 
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Personal Particulars 
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Qualification : BA (TESL), MA (TESL) North Texas State, Ph.D Universiti 
Malaya 
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APPENDIX F: DETAILS OF RESPONDENTS (ACADEMIA) 
Name   : A1 
 
Current Position  : LANGUAGE INSTRUCTOR 
 
Contact details  : LANGUAGE DEPARTMENT,  
 UNIVERSITI MALAYSIA TERENGGANU. 
 
Highest Qualification : Masters of Education 
 
Work experience : 5 years teaching English in higher education. 
 
 
Name   : A2 
 
Current Position  : SENIOR LECTURER/INDUSTRIAL TRAINING   LIASON 
OFFICER 
 
Contact details  : INBIOSIS,  
     UNIVERSITI KEBANGSAAN MALAYSIA, SELANGOR. 
 
Qualification : PhD 
 
Work experience : 9 years teaching in higher education. 
 
 
Name   : A3 
 
Current Position  : SENIOR LECTURER 
 
Contact details  : LANGUAGE DEPARTMENT, 
     UNIVERSITI UTARA MALAYSIA, KEDAH. 
 
Qualification : PhD 
 
Work experience : 10 years in teaching English in higher education. 
 
 
Name   : A4 
 
Current Position  : LECTURER 
 
Contact details  : SCHOOL OF EDUCATION, UCSI. 
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Qualification : PhD 
 
Work experience : 4 years in teaching English in higher Education. 
 
APPENDIX G: DETAILS OF RESPONDENTS (COMPANIES) 
Name   : C1 
 
Current Position  : HUMAN RESOURCE MANAGER 
 
Contact details  : PERMANIS MALAYSIA,  
     BANDAR BARU BANGI, SELANGOR. 
 
Qualification : BSc 
 
Work experience : 12 years in HR Department. 
 
 
Name   : C2 
 
Current Position  : HUMAN CAPITAL ASSOCIATE 
 
Contact details  : THEMED ATTRACTIONS AND RESORTS 
     KHAZANAH NASIONAL, JOHORE. 
 
Qualification :  BSc 
 
Work experience : 4 years recruiting for Khazanah Nasional 
 
 
Name   : C3 
 
Current Position  : HUMAN RESOURCE EXECUTIVE, 
 
Contact details  : PETRONAS SPONSORSHIP UNIT, KLCC. 
 
Qualification : MBA 
 
Work experience : 4 years recruiting for entry level employee. 
 
 
Name   : C4 
 
Current Position  : HEAD OF HUMAN RESOURCE DEPARTMENT 
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Contact details  : PRASARANA MALAYSIA, KL. 
 
Qualification : BA Comm 
 
Work experience : 13 years in various HR units 
 
 
 
 
 
Name   : C5 
 
Current Position  : HUMAN RESOURCE OFFICER 
 
Contact details  : F&N AND COKE MALAYSIA SDN BHD., 
     SUBANG JAYA, SELANGOR. 
 
Qualification : BSc 
 
Work experience : 8 years in human resource department. 
 
 
Name   : C6 
 
Current Position  : HUMAN RESOURCE RECRUITMENT OFFICER 
 
Contact details  : AIR ASIA MALAYSIA, LCCT, SEPANG. 
 
Qualification : MBA 
 
Work experience : 7 years in various human resource departments. 
 
 
Name   : C7 
 
Current Position  : HUMAN RESOURCE MANAGER 
 
Contact details  : CELCOM MALAYSIA, PETALING JAYA. 
 
Qualification : BComm 
 
Work experience : \HDUV¶H[SHULHQFHLQUHFUXLWLQJQHZVWDII 
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Name   : C8 
 
Current Position  : HUMAN RESOURCE MANAGER 
 
Contact details  : PADIBERAS NASIONAL MALAYSIA (BERNAS),  
     ALOR SETAR, KEDAH 
 
Qualification : BA 
 
Work experience : 7 years in BERNAS 
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Name            : C9 
Current Position  : HUMAN RESOURCE MANAGER 
 
Contact details  : CIMB BANK, DAMANSARA, KUALA LUMPUR. 
 
Qualification : BSAcc 
 
Work experience : 10 years in banking industry. 
 
 
Name   : C10 
 
Current Position  : HEAD OF HUMAN RESOURCE DIVISION 
 
Contact details  : NESTLE MALAYSIA SDN BHD,  
     CHEMBONG, REMBAU, NEGERI SEMBILAN. 
 
Qualification : BComm 
 
Work experience : 15 years recruitment experience. 
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Bachelor of Laws (LL.B Hons.) International Islamic University 
of Malaysia  
Certified trainer of ATLAS.ti  
 
Key research : Qualitative studies using ATLAS.ti, cyber law, law and 
information technology. 
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Qualification : BA 
 
Work experience : 6 years in recruiting public service officers.  
 
 
Name   : G2 
 
Current Position  : HEAD OF HUMAN RESOURCE DIVISION 
 
Contact details  : MAJLIS AMANAH RAKYAT (MARA),  
     JALAN RAJA LAUT, KL.  
 
Qualification : MBA 
 
Work experience : 4 years leading the HR division. 
 
 
Name   : G3 
 
Current Position  : HEAD OF DEVELOPMENT SECTOR 
 
Contact details  : MINISTRY OF HIGHER EDUCATION MALAYSIA, 
     PUTRAJAYA. 
 
Qualification : BSc 
 
Work experience : 6 years in recruiting 
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APPENDIX K: AUTO CODING TECHNIQUE IN ATLAS.TI 
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APPENDIX L: PROFESSIONAL COMMUNICATION FRAMEWORK IN 
ENGLISH 
Core Component 
(Communicative 
Competence Model) 
Sub 
Component Requirement for workplace 
Exemplars: 
µ8SRQJUDGXDWLRQJUDGXDWHVVKRXOG
EHDEOHWR«¶ 
 
Cognitive 
Knowledge 
 
Content 
Knowledge 
Contribute to on-going 
improvement and expansion of 
knowledge in the betterment of 
workplace operations.  
x Build a relevant knowledge base 
for workplace. 
x Apply their subject content 
knowledge at workplace. 
x Manage own learning in order to 
maintain and renew attributes 
throughout working lives.  
x Use specific work-related jargon 
appropriately in speech and reports. 
Cultural 
Competence 
Contribute to harmonious 
relations between superior, 
subordinates, colleagues and 
clients.  
x Speak and write using the most 
appropriate register. 
x Agreeing/Disagreeing with the 
superior and subordinate in a 
diplomatic manner.  
x Adapt with small talks with 
colleagues, being aware with 
context awareness. 
Linguistic 
Competence 
Contribute to meaningful and 
effective conversations using 
appropriate workplace 
discourse. 
x Organise spoken and written 
language during a variety of 
communication tasks at workplace. 
x Present their speech and written 
work using appropriate vocabulary 
and fluency. 
x Clearly and accurately articulate 
words during workplace activities.  
Critical 
thinking 
Contribute to constructive 
criticism while resolving 
issues at workplace. 
x Critically synthesising their 
thoughts in a professional manner 
to improve situation.  
x Identify, analyse and solve 
problems critically and 
innovatively. 
x Give positive feedback and healthy 
criticism after analysing issues at 
workplace. 
Tasking skill Contribute to productive long-
term and short-term strategic 
planning and effective 
execution of workplace tasks.  
x Organise thoughts and solve 
workplace problems and issues. 
x Argue politely in generating 
solutions and alternatives in 
workplace issue.  
x Synthesise issues at work and 
evaluate solutions individually. 
 
251 
 
 
Communication 
Skills 
 
Interpersonal 
Communication  
 
 
 
 
 
 
 
Contribute to diplomatic and 
matured communication 
between superior, 
subordinates and clients.  
x Speak comfortably with 
employers, not hindered with 
nerves. 
x Pay attention to workplace 
communications activities 
and do not get distracted 
easily (with electronic 
devises). 
x Attentive in formal or 
informal workplace 
communication which can 
help build rapport with 
superiors, colleagues and 
clients.  
x Well prepared prior to 
workplace meetings and 
planned activities in order to 
express opinions maturely.  
Presentation Skill Contribute to sharing of ideas 
and thoughts effectively with 
superior, colleagues and 
clients.  
x Able to share ideas with 
colleagues creatively. 
x Able to persuade clients to 
accept their ideas by 
explaining in a simple yet 
interesting manner.  
x Inform superiors of new 
innovative measures in 
improving workplace.  
x .HHSVSHFWDWRUV¶DWWHQWLRQ
using range of presentation 
skill, with the help of IT as a 
management tool. 
x Responding to enquiry from 
the clients. 
Speaking skill Contribute to productive and 
appropriate verbal interactions 
at workplace.  
x Inform audience (superiors, 
colleagues and clients) in an 
enlightening manner.  
x Contributing ideas and give 
opinions in group 
discussions. 
x Persuade superiors, 
colleagues and clients to 
accept ideas and opinions 
using well-defined 
explanations.  
x Use specialist vocabulary in 
a correct manner.  
x Give clear instructions to 
solve issues at work. 
x Initiating contact, requesting 
information on the 
telephone.  
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x Seeking information from 
others at work. 
x Responding to 
enquiries/problems from 
superior/clients. 
x State reasons for disagreeing 
without interrupting the 
speech of colleagues or 
superiors 
x Discussion work schedules 
and procedures. 
x Engage small talks with 
superior, colleagues and 
clients informally.  
x Telephone conversations 
skill ± answering inquiries, 
giving instructions. 
 
Non-verbal 
communication 
 
Contribute to the ease and 
comfort during interactions.  
 
 
 
 
x Appropriately dressed 
according to workplace 
occasions.  
x Be on time in all workplace 
functions.  
x Control own nerves in 
meetings with superior and 
clients in order to be less 
agitated. 
x Ensure their body language 
is not offensive during 
conversations with 
colleagues, superiors and 
clients.  
x Wear pleasant facial 
expression. 
Communication 
Skills 
 
Listening Skill Contribute to successful 
working relationships and 
effective execution of tasks.  
x Ask if one does not 
understand instruction by 
superior, colleagues and 
clients. 
x Disagree politely if better 
ideas can be brought up.  
x Respond appropriately 
(speech or non-verbal 
communication) after 
understanding the 
instructions, questions, etc. 
x Fully comprehend what is 
going on around them at 
workplace.  
x Give feedback when asked 
by colleagues, superior and 
clients after fully 
understanding the situation.  
x 5HVSRQGVWRFOLHQWV¶
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complaints. 
*Writing Skill Contribute to effective 
execution of tasks at 
work and making the 
work flow efficient. 
x Filling in forms. 
x Write memo. 
x Write formal business letter 
x Write minutes of meeting 
x Write a summary of articles 
x :ULWHIRUWKHFRPSDQ\¶V
website 
x Write formal/informal email 
messages 
x Write items for newsletter 
x Write reports using office 
template. 
 *Reading Skill Contribute to proficient 
job execution and high 
quality results at 
workplace. 
x Read official job related 
forms before signing. 
x Read own work contracts. 
x Read business reports and 
agreements 
x Read office memo and 
notices. 
x Read email messages, fax 
and formal letters.  
x Read technical manuals. 
x Read agenda and minutes of 
meetings.  
x Read work related books and 
articles. 
Motivation Positive motivation Contribute to job satisfaction. x Aware that communicating 
fluently and confidently in 
English language can help 
secure a job in public and 
private sectors.  
x Understand that speaking, 
listening and writing in good 
English will benefit them in 
terms of climbing up the 
workplace ladder quicker.  
x Be confident in speak 
English publicly to 
superiors, colleagues and 
clients. 
x Control own anxiety while 
speaking to an unknown 
group of new clients.  
 
 
 
 
